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ABSTRACT 
 
In 1994, the new democratic South African government realised the magnitude of its 
service delivery problem and the urgency with which it needed to solve it. Emphasis was 
placed on better life for all. The local government, with regard to ensuring better life all, 
has since adopted the Batho-Pele principles and incorporated them into customer care to 
deliver a better life for all. However, recent service delivery reports in the Daily Dispatch 
and its sister publication Go & Express as well as service delivery protests across the 
country (including BCM) indicate all is not well. Many hypothesises have been raised as 
to why municipalities continue to under-perform. However, beyond these hypothesises is 
customer care management, and its constituents of customer service, complaint 
management and call centre activities. Customer care in the public sector has long been 
seen as the work of front-line staff. Others believe it is irrelevant in the public service due 
to the non-competitive nature of public service. Batho-Pele principles, since its inception 
in the public sector in South Africa, have been drummed up to put people first. Weary 
citizens see it differently and this has not escaped Buffalo City Municipality (BCM). BCM, 
one of the pioneers in the South African local government to have initiated customer care, 
admits there is institutional inefficiency. The primary objective of this study is to evaluate 
the effectiveness of customer care management at BCM. In doing so; the study has 
narrowed the study to: 
 describing the practice of customer care and customer care management in the 
public sector ( BCM included), 
 establishing the components that constitute an integrated customer care 
management programme at BCM, 
 investigating and describing the conceptual understanding of customer care and 
customer care management at BCM, and 
 exploring and describing the role vision and values statements play in rendering a 
successful customer care programme at local government level with BCM as the 
focal point. 
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CHAPTER ONE 
THE SCOPE OF THE STUDY 
 
1.1 Introduction  
This chapter discusses the motivation for the study, the background of the 
research problem that focuses on Buffalo City Municipality (BCM) and its 
customer care, customer care management and their attendant service delivery 
problems. Furthermore, this chapter outlines an overview of the relevant 
literature, which is aimed at presenting a conceptual understanding of customer 
care and its management in both the public and private sectors. In accordance 
with scientific research, this chapter briefly, orientates steps needed to conduct 
this study, highlighting research design and methodology and concluding with the 
division of the chapters.   
 
As democracy spreads across the world, developing and developed nations are 
compelled by the constant customer demands for service delivery excellence to 
engineer or adopt customer care concepts that satisfy their diverse needs of their 
customers. The global demand for effective delivery of customer care services 
does not exclude the new democratic developing South African nation. 
 
In South Africa, public service institutions, especially municipalities including 
Buffalo City Municipality (BCM) have been criticised for being ineffective, 
inefficient, uncaring and lacking the will to serve citizens effectively (Treurnich, 
2008:1). The South African government has a duty to offer its citizens the best 
services. The demand for government services continue to grow as a result of 
rural-urban migration coupled with high unemployment. The South African 
government has adopted the Batho-Pele principles of consultation, which 
requires setting service standards, increasing access, and treating customers 
with courtesy, providing information, adopting a policy of openness and 
transparency, redressing problems and offering value-for-money services. The 
government has incorporated the Batho-Pele principles into customer care as a 
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policy guideline to its service provisions, which are implemented by municipalities 
as well. The following legislation provide clear guidelines on the implementation 
of Batho-Pele principles: 
 Batho-Pele White Paper (1998). 
 Municipal Finance Management Act, 2003 (Act No. 56 of 2003). 
 Municipal Planning and Performance Management Regulations, R 796 
of 24 August 2001. 
 Municipal System Act, 2000 (Act No. 32 of 2000). 
 The Constitution of the Republic of South Africa, 1996 (Act No.108 of 
1996). 
 The White Paper on Local Government (1995). 
 
However, recent municipal service delivery protests across South Africa are an 
indication that citizens are dissatisfied with government services (Mkhabela, 
2009:1-2).  
 
BCM has seen its fair share of these problems. Since its inception in 2000, BCM 
has seen successive administrators who have a common purpose of upholding 
its vision and values. Hence, customer care has featured prominently in BCM‟s 
quest to meet its constitutional obligations of providing basic services such as 
water, electricity, health and housing for all. According to the Buffalo City 
Municipality (2005:4), the municipal establishment has been experiencing 
problems that have prevented it from meeting its constitutional obligations. BCM 
has publicly acknowledged its short-comings and the need to improve its 
organisational efficiency in order to improve service delivery and customer care. 
Andile Ntoni, a member of the BCM mayoral committee for constituency, public 
participation and special programmes, has remarked that customer care is a 
responsibility of both the public and the private sectors to ensure speedy service 
delivery (Mabindla, 2008).   
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1.2 Background 
BCM is regarded as the largest category B municipality [see the definition of 
selected concepts] in terms of electoral dispensation, functional mandate and 
fiscal capacity in the country (Qomfo, 2005:9-10). BCM serves a population of 
approximately 1 million people and with a budget of R2.1 billion (Sharpley, 
2008:1). BCM is composed of Bisho, King Williams Town, Mdantsane and East 
London as an urban corridor with a large number of underserved rural villages 
and coastal settlements located in the Eastern Cape Province, South Africa. 
According to the BCM (2007:10-18), outside the immediate boundaries of this 
corridor lie large informal settlements with no proper infrastructural 
developments.  
 
The data suggests that mostly rural settlements bear pressure on this corridor‟s 
developed infrastructure as a result of rural-urban migration. There are, within 
this corridor (especially in East London), pockets of new low-cost housing 
settlements, which include Amalinda Forest, Reeston, Nompumelelo and 
Scenery Park – areas located in poor infrastructure development zone. BCM is 
supposed to act in an equitable manner to distribute its available resources to 
ensure that all service users are cared for. (A map of BCM is shown in the 
Appendix A (Buffalo City Municipality, no date)). 
 
1.3 Literature overview: Customer care and customer care management 
The literature review locates the study within the current critical debates on 
customer care and customer management and analyses the relevant extant 
literature in order to provide a theoretical framework and a conceptual 
understanding for the research problem.  
 
According to Vockell and Asher (1995:435), a literature review essentially is 
expected to create a theoretical environment for conceptualising the relevant 
concepts of study. Struwig and Stead (2004:34-35) add that literature review 
could be carried out by submitting data collected from relevant textbooks, 
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reports, journals, newspapers, internet, theses and dissertations to a stringent 
textual examination – an interpretative task that is quick and inexpensive. This 
means that all aspects of the study‟s related research literature and other 
relevant materials must be examined to identify the strengths and weaknesses in 
relation to research procedures, research design, techniques and research tools. 
The second crucial step, according to Churchill (1996:54) is that secondary data 
and other related relevant materials on customer care and management (from 
both public and private sectors) should be carefully interpreted and evaluated to 
ensure that unbiased reporting, (which characterises this type of data) is not 
allowed to undermine the validity of the study. 
 
The use of customer care ideas in the public sector is soaring globally. However, 
the concept and its implications of rendering caring, responsive, effective and 
efficient services to citizens are underdeveloped or continue to be reviewed 
(Fountain, 2001). On the African continent, governments realise the need to offer 
the best services to their citizens. Customer care has been singled-out as one of 
the tools to deal with the ever growing demand for better government services. 
As already stated earlier, in South Africa, customer care is shaped by the 
adoption of the Batho-Pele principles in all public service institutions including all 
municipalities. In the public sector customer care and its management are 
perceived to be the magic wand to providing effective and efficient services to 
citizens. These expectations have not been realised because customer care and 
its management in the public sector are mainly seen as the work of the front-line 
staff (Ayeni, 2001:45-46; Taylor, 1999:128).   
 
BCM‟s first attempt at customer care as a programme in its establishment 
originated from its “Revitalization Plan”, which highlighted BCM‟s focus on its 
service users and service providers (Qomfo, 2005:6-7; Tsika, 2003:16). A 
research study by Qomfo (2005:14-5), and Mabindla (2006a) report that the 
object of BCM‟s core customer care strategy is to have an all-inclusive front 
office interface that ensures feedback on service delivery and community 
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complaints on a daily basis. This would have facilitated the maximisation of 
customer care management at BCM, which is capable of achieving its vision and 
values.  
 
Although this goal has never achieved, BCM has created the impression that 
customer care is being effectively managed at its establishment (Africa, 2006; 
Benseler, 2006; Delivery, 2008; Mntengwana 2008; Nicol, 2006). Research 
suggests that the poor customer care service delivery reported in the media 
worries the BCM public and stakeholders (Mgwatyu, 2008:10; Mgwatyu, 2009:11; 
Mgwatyu & Maselwa, 2009:11; Sokopo, 2008): a situation that calls for a 
scientific evaluation aimed at measuring the effectiveness of customer care 
management at Buffalo City Municipality.  
 
1.4 Statement of the problem  
BCM‟s vision is intended to create a “…people-centred place of opportunity 
where the basic needs of all are met in a safe, healthy and sustainable 
environment” (Tsika, 2003:15). The BCM complements its vision with 
commitment to core business and service delivery values aimed at: 
 Acting with integrity, purpose and responsibility to all stakeholders. 
 Being transparent in all undertakings. 
 Satisfying customer needs through quality and service excellence. 
 Investing in the development of people, recognising employees as an 
asset. 
 Striving to ensure quality and service excellence in the delivery of 
services. 
 Fulfilling the principles of ubuntu by showing empathy and tolerance to 
employees and customers (http://www.buffalocity.gov.za). 
 
BCM‟s mandate through its vision and its values is to coordinate the components 
of a customer care management system that is committed to the people it serves 
(Qomfo, 2005:2; Tsika, 2003:23). The vision, coupled with the core values, the 
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prioritization of and participation in Buffalo City Integrated Development 
Programme (BCIDP) and the annual Budget Processes are expected to provide 
smooth and enhanced service delivery management to customers. However, 
management/operational issues reported in the Daily Dispatch and Go! & 
Express from January 23, 2008 to June 3, 2009 have revealed major customer 
care management challenges that constrained BCM‟s ability to translate its own 
vision/values enshrined in the national constitution into a reality. 
 
The complexity and the scale of the service delivery problems that have 
overwhelmed BCM are reported by the media of which one of these reports is 
conveyed by Mgwatyu and Maselwa (2009:11). They present the concerns of the 
residents of Palm Grove Community Home Owners‟ Association. The report 
indicates that the residents‟ properties are situated near a leaking BCM water 
reservoir that they have repeatedly reported to the municipality for over six years. 
This problem has not yet been attended to. As if this is not enough, the leakage 
is reported to have affected an adjacent main road leading to Gonubie. These 
reports of service delivery incidents illustrate the nature of the problems that 
plague the BCM customer care management.   
 
Further media reports and research studies have highlighted more problems that 
the customer care management has failed to address. Mgwatyu (2009:11) 
reports Gonubie Residents and Ratepayers‟ Association‟s (GRRA) urgent 
demands for action from BCM to address their deplorable traffic problems that 
have continued to claim human lives. Another problem brought to the attention of 
BCM customer care department is documented by Botha (2009:5), who reports 
the problem created by the lack of proper mental health care for approximately 
one million people living in Buffalo City. He asserts that BCM‟s health care 
service management should have been prioritised.   
 
Perhaps, the most worrying poor service delivery issue is that of a poor billing 
system. This service delivery issue is reported by Sokopo (2008), who criticises 
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the BCM‟s inefficient billing system that ratepayers are forced to endure. The 
seriousness of this problem is conveyed by the fact that an East London man 
received an account for R500 000. This unfortunate incident is a clear indication 
of BCM‟s poor billing system – an unacceptable service delivery performance.  
 
Another service delivery issue reported by Arends (2009a:1 & 3) deals with how 
the efforts made by Parkside residents, whose lives are threatened by criminals, 
were undermined by lack of action from BCM. It is reported that the Parkside 
Community formed a community initiative to uplift their neighbourhood that 
suffers as a result of BCM‟s neglect. In the same publication, Arends (2009b:5) 
reports that East London‟s Cambridge residents live in constant fear. Criminals 
have been using a dense bush left unattended by BCM to attack passers-by. 
This threat from criminals was confirmed when the wife of a resident, Brian Nell 
of Olympia Avenue, was stabbed.  
 
Irrefutable evidence of service delivery failure is the Auditor General‟s 
assessment report that measures the performance indicators of BCM. Maqhina 
(2008:4) comments on the damning Auditor General‟s report. The report 
indicates that assets worth over a quarter of R2.2 billion, which were intended for 
strengthening the BCM‟s service provision, were unaccounted for. Other 
irregularities mentioned in the same audit were:  
 Non-compliances with tender procedure for several contracts resulting in 
irregular expenditure totalling R1,9 million. 
 Non-compliance of permit conditions such as methane gas monitoring and 
detection at the East London / King William‟s Town waste disposal site 
with the Environment Conservation Act. 
 Gross debtors were understated by R62,3 million. 
 Bad debts were incorrectly written off resulting in understatement by 
R38,8 million. 
 Provision for leave accrual was overstated and employee benefits 
expenditure understated by R2 million. 
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Another aspect of the endless cycle of problems that threatened to overwhelm 
the BCM management was captured by a Daily Dispatch campaign organised to 
highlight the risk to life posed by “uncovered manholes”. Mgwatyu (2008:10) 
reports the Daily Dispatch campaign initiative entitled “Cover them up”. This 
campaign was initiated a week after a child fell through an uncovered manhole 
into a sewer in Buffalo Park Drive (East London). The campaign exposed the fact 
that over 50 manholes were not covered throughout the municipality domain.  
 
It was observed that the frightening discovery compelled residents to assume 
that the BCM was waiting for disaster to happen. This omission of obligation and 
lack of action could suggest a lack of customer care commitment by BCM. The 
“cover them up” campaign has undoubtedly underscored BCM‟s inability to 
achieve the fundamental core of its vision aimed at creating “a safe, healthy and 
sustainable environment” (BCM, 2005: i) for all its residents. 
 
Furthermore, in acknowledging the seriousness of the service delivery problem, 
the customer care facilitator at BCM complained about the snail-pace delivery 
approach adopted by some departments in resolving complaints. This slow 
delivery approach has led to an unmanageable accumulation of complaints. 
Thus, the customer care facilitator reveals that sometimes over 25 complaints 
are received daily in her office in addition to the complaints received by BCM 
customer care outlets across the municipality (Mntengwana, 2008).  
  
The issues highlighted in the above scrutiny of literature deals with areas of 
customer service, complaint management and call centre activities of BCM – the 
central concerns of customer care management and the focus of the study. 
Klopotek (2009) points out that an integrated customer care management 
programme ensures optimisation/maximisation of customer acquisition, customer 
classification, customer service, complaint management and call centre activities. 
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1.5 Research question  
The uncertainties surrounding the BCM‟s efficiency or service delivery issues 
outlined in the review of literature is the motivation behind the need to conduct 
research into customer care management at BCM with the aim of evaluating the 
effectiveness of customer care management. 
 
1.5.1 Sub-questions 
To determine whether BCM‟s service delivery systems achieve the desired goals 
of the establishment or not, the study aims at answering the following questions 
from BCM Corporate Services Department, which deals with customer care and 
constitute the research sub-questions: 
 How effective customer service is at BCM, in terms of personal and 
material services? 
 How effective complaint management is at BCM?  
 How effective call-centre activities are at BCM?  
The investigation of the above three sub-questions is aimed at examining the 
BCM‟s conceptual understanding and practice of customer care and 
subsequently, customer care management. Secondly, the sub-questions are 
intended to probe how integrated customer care management operates within 
BCM in relation to the entity‟s vision and values. Finally, the investigation of the 
three sub-questions is expected to reveal whether there is a discrepancy 
between theory and practice. 
  
1.6 Objectives of the study  
Research objectives set boundaries within which a research project is expected 
to function. Zikmund (2003:99) observes that a research objective conveys what 
the researcher understands of the research problem. The research objectives 
explain the purpose of the research in measurable terms and define the 
standards which the research should strive to accomplish. 
 
 
 10 
1.6.1 Primary research objectives 
Many municipal service delivery problems or operational problems that have not 
been properly addressed have culminated in recent municipal service delivery 
protests across South Africa. Protesters support the view held by many: namely 
that municipalities (BCM included) do not care. This negative customer 
perception projects municipalities as inefficient entities incapable of providing 
value for money services to customers. The effect of this negative public view on 
municipalities is that they are rendered incapable of providing basic customer 
services to citizens – a situation that has led naturally to their failure to achieve 
customer satisfaction.  
 
Contrary to the negative customer perceptions of the majority of South Africans 
about municipalities, some believe that the root causes of customers‟ 
dissatisfaction could be attributed to citizens‟ proclivity towards biased 
perceptions or pessimism and high expectations or unrealistic demands from 
municipalities (Politicsweb, 2009). Some individuals attribute the negative public 
image of municipalities to a lack of capacity on the part of those who criticise 
municipalities for poor service delivery performance (Qomfo, 2005:2; Ngoatje, 
2003). To others, service delivery protests might have originated from bad 
politics in the country (Maqhina, 2009:4; Mkhabela, 2009:1-2). The government 
response to these service delivery protests entails an additional provision of 
support initiatives for public institutions and municipal services.  
 
The South African national government in its attempts to eradicate years of 
apartheid influences, continues to strengthen its institutions through the creation 
of programmes designed to provide better services for all citizens. One of these 
government institutional support programmes is provided by Batho Pele. As 
already stated in this chapter, the Batho Pele programme based upon its 
principles has been accepted and incorporated into all three spheres of 
governments‟ various customer care programmes. This programme requires all 
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municipalities (BCM included) to put customers‟ interest above everything. The 
primary objectives of this study are thus reiterated: 
 To evaluate the effectiveness of customer care management at local 
Government level (BCM as a case study).   
 Their impact on service delivery aimed at redressing the lack of cohesion 
that might exist in the components of customer care management at local 
government level. 
 
1.6.2 Secondary research objectives 
The secondary objectives are, therefore, to: 
 Describe the practice of customer care and customer care management in 
the public sector (BCM included). 
 Establish the components that constitute an integrated customer care 
management programme at BCM. 
 Investigate and describe the conceptual understanding of customer care 
and customer care management at BCM. 
 Explore and describe the role, vision and values statements play in 
rendering a successful customer care programme at local government 
level with BCM as the focal point.  
    
1.7 Research design and method 
Important to many scientific studies (including this study) are how the research 
design is crafted so that any competent researcher will be able to replicate the 
same result. Struwig and Stead (2004:6) observe that the replication of a study‟s 
result depends on how the research process is unmistakably stated.   
 
This research study uses the phenomenological methodology of case study. 
Hair, Money, Samouel and Page (2007:289-290) describe case study as a 
“documented description of a particular person, group, organisation, activity or 
event”. Tailoring this research design to meet the criteria highlighted by the 
above definition means, customer care and customer care management at BCM 
 12 
must be described, and reactions and responses taken, and effects compared to 
draw conclusions. A case study requires an extensive examination or description 
of events whose contextual importance needs to be highlighted (Hair et al, 
2007:289; Hussey and Hussey, 2003:68).   
 
The study focuses on BCM in its attempt to obtain an in-depth conceptual 
understanding of how its customer care and customer care management are 
operated at functional, operational and integrated levels in order to evaluate the 
effectiveness of customer care management at BCM. Hussey and Hussey 
(2003:69) observe that the data collection techniques used in gathering 
information in case study research include the following: (1) documentary 
analysis, (2) interviews and (3) observation.  
 
To dispel validity challenges, be it descriptive or interpretative or theoretical, the 
researcher has used triangulation or mixed method to moderate the data analysis 
of the study. In doing so, the researcher has complemented the primary data 
collection of interview with document analysis. Mishler (1990:419) explains that 
validity is the extent to which one can rely on the concepts, methods, and 
inferences of a study.     
 
1.7.1 Data collection and analysis 
Accordingly, a qualitative approach will be employed in the form of face-to-face 
non-structured interviews with the head(s) of the customer care department. As 
earlier stated, document analysis will be added to the data collection techniques 
to ensure the credibility of the study. Since this study focuses on a managerial 
theme, all efforts will be made to elicit responses from all BCM senior manager(s) 
at the Customer Care Department to evaluate their conceptual understanding of 
customer care and customer care management. Furthermore, the data 
generated from the management‟s responses and understanding of the concept 
of customer care management will be interpreted to achieve one fundamental 
purpose: to determine whether there is any mismatch between practical 
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implementation of customer care management at BCM and the model of effective 
customer care management. To illustrate this, the model of effective customer 
care management at local government level is compared with BCM‟s conceptual 
understanding and practice of customer care and its management. This model is 
intended to explain customer care at functional level and customer care 
management at operational level and integrated level.  
 
1.8 The limitations/delimitations of the study 
The scope of the study covers general customer care management at the Buffalo 
City Municipality. The research investigation, however, focuses specifically on 
determining whether an effective customer care management operation exists at 
the BCM. To assess or review this phenomenon, the study seeks to examine the 
service delivery challenges and problems that plague BCM and to formulate the 
appropriate remedies.  
   
1.8.1 Limitations 
Customer acquisition and customer classification as sub-elements of customer 
care management are of less significance in this study due to the fact that, as 
service providers, municipalities (including BCM), have no rival competitors 
fighting for the same customers. Some of the motivations for this research are 
provided by newspaper reports. Referencing of some of the useful materials on 
BCM customer care was difficult due to the fact that many of theses sources had 
neither publication dates nor the names of the authors. Finally, access to 
sensitive original customer care documents stored by the BCM was not possible 
and problems created by red-tape encountered during data collection from BCM 
rendered the research process rather difficult. 
 
1.8.2 Delimitations 
The study does not deal with core management issues. The area of focus is 
customer care management. A further issue of delimitation is occasioned by the 
fact that the research topic – customer care management – is located within the 
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non-competitive environment of municipal service provision. This context limits 
the scope and the focus of the study to only customer service, complaint 
management and call centre activities.  
 
1.8.3 Prior research  
Prior to this study an extensive internet search was undertaken to gain a 
comprehensive understanding of the topic. The extant literature on the local, 
provincial, national and international perspectives on the subject matter was 
reviewed. This preliminary data search and interpretation revealed that there is 
no stand-alone study on the subject matter locally.  
 
However, (Africa, 2006; Benseler, 2006; Nicol, 2006) in developing BCM‟s 
customer service charter and Treunich (2008) in developing Umjindi 
Municipality‟s customer care policy, extended their studies to include customer 
relationship management, which is different from customer care management 
(see definition of concepts). The revitalization plan serves as an origin of BCM‟s 
customer care (Qomfo, 2005; Tsika, 2003). According to Haskins (2008:4), 
customer satisfaction surveys conducted by the City of Cape Town (1999, 2000 
and 2008), City of Johannesburg (2003 to 2007), BCM (2005 and 2006) do not 
address the challenge at hand. On the international level, customer satisfaction 
survey research conducted by Customer Care Alliance (2004) measured 
customer perception, while that of Administration for Children and Families 
(2001) reported on effective customer service. On the public perspective, 
Dalrymple & Donnelly (1997) presented a paper on managing and evaluating 
customer complaint procedures in local government.  
 
The paucity of local research studies on customer care management and since 
2006 no specific studies were conducted on BCM customer care and customer 
care management suggest the scarcity research on the subject locally. And more 
importantly, since the 2006 study a lot of political, economic and demographic 
developments have taken place in BCM, which warrants this study. Furthermore, 
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pervious studies mainly sought satisfaction levels of respondents‟ 
views/perceptions on respective municipalities‟ services, which submitted no 
major findings. What this study intends doing is to assess or review the level of 
effective customer care management from BCM‟s vision/values point of view and 
to examine critically the different components of customer care management.  
  
1.9 Definition of selected concepts 
The literature search was aimed at locating the existing relevant literature 
sources that have been conducted in order to gather in-depth information on 
customer care management at local government level - with the emphasis on 
customer service, complaint management and call centre activities. The sources 
of information used include the internet, newspapers, annual report of 
municipalities and other research studies on municipalities. 
 
1.9.1 Category B Municipality 
The South African national constitution creates a three-component system of 
local government, namely:  
 Category A:  metropolitan. 
 Category B:  non-metropolitan or semi-urban. 
 Category C: rural area or district municipality (Qomfo, 2005:9).  
 
1.9.2 Effectiveness 
Palmer (1998:107) defines effectiveness as the level of success in producing a 
desired result.  
 
1.9.3 Batho-Pele principles 
Eight Batho-Pele principles were developed to serve as an acceptable policy and 
legislative framework regarding service delivery in the public service (Department 
of Public Service and Administration, 2009).  
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1.9.4 Customer care  
According to the Province of the Eastern Cape Premier‟s Office Draft No. 1  
Provincial Customer Care Policy Framework authoured by Majikija (2006:5) and 
Ashford Borough Council (2009) observe customer care in the context of public 
sector as the provision of effective and efficient service with commitment, 
attitude, dignity, respect, courtesy and assistance to citizens, where necessary.  
 
1. 9.5 Customer care management  
Customer Care Management (2003) considers customer care management as 
the customer service excellence tradition of an organization. However, Klopotek 
(2009) highlights an integrated customer care management that facilitates the 
maximisation of its constituents which underpin effective customer care 
management.  
 
1.9.5(a) Customer service  
Majikija (2006:5), in the context of the public sector, defines customer service as 
delivering “a professional service, providing access to quality information, 
providing services that are timely, cost effective, and useful, for government‟s 
core objectives”. The South African constitution, chapter 10, section 195 (d & e) 
emphasises the need for a public service providers to be responsive to the needs 
of citizens. In chapter 7, section151 (b), the need for local government to provide 
services to citizens is also stressed. 
 
1.9.5(b) Complaint management 
The Department of Social Services and Population Development (2009:1) 
underlines the main object of its customer care plan: namely, to ensure that 
customer complaints or suggestions receive immediate, detailed and helpful 
response. In this way, complaints are managed to ensure confidence in the 
public sector. 
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1.9.5(c) Call centre activities 
Call centre activities are intertwined with complaint management. “A call centre is 
a physical place where customer and other telephone calls are handled by an 
organisation, usually with some amount of computer automation” (Call Center, 
2008). It is asserted that a call centre should be capable of handling large 
volumes of telephone calls and screen calls at a time and forwarding calls to 
appropriate departments to handle.  
 
1.9.5(d) Customer relationship management (CRM) 
Differentiating customer care management from CRM, Ward (2000) describes 
customer relationship management as the methodologies and tools that a 
business entity exploits in managing and organising customer relationship 
effectively. However, Vogt (2008:1-3) introduces CRM as something that 
emerged in the later part of the last century. Vogt (2008) emphasises the fact that 
CRM is no longer a tool for only larger organizations to gain a competitive 
advantage, but also for business survival. Vogt (2008) continues his discussion 
of CRM by outlining the historical origin of CRM. Vogt (2008) attributes the origin 
of CRM to Hakansson (1982) and the origin of relationship marketing to Berry 
(1983).  
 
However, Wiedmann and Greilich (2002), as quoted by Vogt (2008:3) observe 
that “depending on the origin, the main focus, and the intention, the definition and 
meaning of CRM could vary according to the different view points from science, 
research and practice”. It is argued the conflicting point of views generated by 
“science, research and practice” could be attributed to the fact that CRM affects 
the viewpoints of many groups or organizations on the topic.  
 
Aligning this academic debate with BCM‟s CRM, Africa (2006), Benseler (2006) 
and Nicol (2006) draw our attention to one crucial point. According to these 
authours, the development of BCM‟s Customer Service Charters is intended to 
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serve as a tool to address CRM problems. The reason behind this provision is 
that the Municipal System Act 2000 focuses on relationship between 
municipalities and their customers. So, in formulating BCM‟s service charter, 
these authours define CRM as “a mindset and an approach across the 
organisation that leads to positive customer/citizen experiences (Batho Pele), 
delivered consistently across the board.”                               
 
1.10 The significance and demarcation of the research 
The need for this study stems from the fact that municipalities across South 
Africa are in need of solutions to effectively address the issues of service delivery 
and unemployment (Centre for Service Delivery, 2009). Municipalities across 
South Africa (BCM included) have not only adopted national government‟s Batho 
Pele (customer first) principles, but have also incorporated it into their respective 
customer care strategies and service charters to speed-up service delivery 
(Department of Public Service and Administration, 2009).  
 
It has been indicated in the problem statement that municipalities across South 
Africa (including BCM) are in need of solutions to deal with the issues of service 
delivery and unemployment. It must be reiterated that customer care is a core 
concept of BCM service provision. The results of this study could be useful and 
of assistance to: 
 BCM to re-evaluate its customer care strategy or intensify its current 
customer care strategy.  
 Other municipalities in re-evaluation of their customer care strategy.  
 
In addition to benefits that might accrue from this study (listed above), a study by 
Administration for Children and Families (2001) reports that it might help BCM‟s 
customer care management to bring an improvement in trust and exchange of 
information between government institutions (municipalities included) and the 
citizens. Other benefits include compliance, improved relationship and decreased 
workloads and costs. The study is also of importance to the researcher‟s 
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personal academic growth and development in the area of marketing research. 
 
Demarcating of the research thus enables the whole research process to be 
manageable. Demarcation of research is the process of setting boundaries for a 
research process or giving the scope of the research within which the whole 
research process is confined. The research problem indicates the dimensions the 
study needs to take. 
 
The specific focus of study is customer care/customer care management and its 
components of customer service, complaint management and call centre 
activities. Customer classification and customer acquisition will not form 
part of this study. 
 
1.11 Chapter divisions  
The study is divided into five chapters.  
 
Chapter one outlines the scope of the study and method that is used. The 
chapter is divided into the following sections; an introduction, background, 
research question, objectives of the research, preliminary literature review, 
research design, definition of selected concepts and significance of the research 
and demarcation of the research. 
 
Chapter two contains the literature review of the study. A scrutiny of customer 
care and its management in general both local and international.  
 
Chapter three focuses on research methodology necessary to collect data, 
analyse data and interpret the findings of this study.  
 
Chapter four presents the findings of the study. 
 
Chapter five contains discussion of the findings, conclusion and 
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recommendations. 
1.12 Conclusion 
This chapter outlined how the study proceeded, focusing on its context, the 
objectives and the research questions. The motivation of the inquiry was 
described and underlying the need for effective customer care management at 
BCM was articulated. The next chapter deals with literature needed to review the 
topic for scientific investigation.   
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CHAPTER TWO 
LITERATURE REVIEW 
 
2.1 Introduction  
This chapter presents a critical review of the relevant literature on customer care 
and customer care management. It focuses on the South African public 
institutions with specific reference to Buffalo City Municipality‟s (BCM‟s) customer 
care and customer care management practices. Lastly, the role vision, mission 
and values play in service delivery in municipalities is examined. It will also 
include the impact of organisational culture on customer care /customer care 
management in the public sector. 
   
2.2 Customer care and customer care management: Concepts 
The dawn of democracy in South Africa has seen the emergence of 
municipalities including that of Buffalo City Municipality (BCM) in the Eastern 
Cape Province. Since the year 2000, purposefully BCM‟s administrative mandate 
is to ensure the fulfillment of its vision and values. As a result of this common 
purpose, customer care has featured prominently in BCM‟s quest to meet its 
constitutional obligations of providing basic services such as water, electricity, 
health and housing for all.  
 
According to Macmillan Dictionary Thesaurus (2010) customer care is all about 
the activities of looking after customers and responding to their complaints or 
problems. The Ashford Borough Council (2009) and Linda (2007) believe that 
customer care is about treating customers the way one wants to be treated. 
Linda (2007) further observes that customer care is about caring, empathy, 
listening to customer‟s complaints and finding solutions to service delivery 
problems.  
 
Butler (2006:199), on the other hand, provides an elaborate view on the notion of 
customer care by establishing a distinction difference between customer care 
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and customer service. According to Butler (2006), customer care extends beyond 
customer service and incorporates host crucial customer-satisfying-ingredients. 
Butler (2006) views customer care as a policy of awareness and responsiveness 
to the customer within the provision of the product or service as a whole, and 
with the intention of avoiding possible problems at a later stage. Butler (2006) 
observes that customer care is about the development of procedures that ensure 
customers are treated politely, fairly and positively if and when things go wrong. 
Butler (2006) concludes his description of customer care with a focus on one 
crucial point: namely, the minimisation of the occurrences that give rise to 
complaint and responding quickly and positively when complaints occur. Butler‟s 
(2006) views, undoubtedly, underscore the fact that customer care goes beyond 
service provision.  
 
Business Link (2009) and Ketler (2009) articulate their views on customer care in 
broader terms. According to the above studies, customer care means putting 
systems in place to maximize customer satisfaction. Cook (1992) explains that 
customer care is about management of “the total consumer experience of dealing 
with the producer”. Langford and Male (2001:179) agree with Cook (1992) when 
they assert that customer care “…involves the producer in controlling and 
managing „customer confidence‟ from the moment they are aware of the product 
or service to the point where they become part of it”. Langford and Male 
(2001:180) conclude by defining customer care. For Langford and Male (2001), 
customer care is the identification and management of critical incidents in which 
customers come into contact with the organisation and form their impressions of 
its quality and service. The organisation‟s aim in the customer-service-provider 
relationship is to ensure customer satisfaction. The definition presented by 
Langford and Male (2001) reinforces Klopotek‟s (2009) view of customer care 
management – a notion that perceives customer care management as 
management components that need to be identified and managed to effect 
optimisation or maximisation of customer care.  
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In practice, the understanding of customer care is well received but the actual 
implementation and management of the core values that are capable of 
achieving effective service delivery systems are underdeveloped. Consequently, 
the public sector experiences the effects of absence of effective customer care 
management across public institutions (Fountain, 2001). Currently, customer 
care operates only as a colourful or an interesting phrase bandied around public 
sector offices. Thus, in most cases, it is relegated to the front-line staff (Blem, 
2005:88; Business Link, 2009). In the South African context, the customer care 
concept, which is applied in the municipalities as a marketing strategy, is aimed 
at ensuring citizens‟ satisfaction (Craythorne, 2006:320). 
 
The above view suggests that municipalities are expected to treat customer care 
seriously. Keirle (2002:157) claims that the public perception is that customer 
care offered by state institutions is a mere window dressing aimed at conveying 
the impression that government customer service delivery principles are being 
implemented. This perception, it is argued, views customer care service as a 
mere presentation of a friendly smiling face to customers – a conceptual 
understanding of customer care that does not project the fundamental objective 
of customer care management.  
 
Keirle (2002) elucidates the above viewpoint as follows: “whilst being polite and 
pleasant to customers is important, customer care is a more fundamental issue 
that needs to be central to the management philosophy of any organisation 
concerned with interacting with customers”. Keirle‟s (2002) concluding statement 
simplifies customer care as meeting the needs of customers. While this might be 
true, issues that arise from this simplification are how, where and when the 
needs of customers are met.  
 
Customer care is also defined by Jones (2004:113) and Ackermann (2007:288). 
The two researchers define customer care as an approach customised to acquire 
new customers, provide customer satisfaction while at the same time building up 
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customer loyalty. This definition draws our attention to customer retention. 
However, in the public sector government service institutions do not function in a 
competitive environment characterised by aggressive and hostile competitors 
fighting endlessly for customers from the shrinking customer base. Nevertheless, 
government institutions are required to render services in an efficient and in an 
effective manner to satisfy their service users (citizens).This growing customer 
care management provision in the public sector could be seen as a result of 
rising awareness of consumerism tied to political demands.  
 
According to Preece, Moodley and Smith (2003:88), the fundamental aims of 
customer care are to increase customer satisfaction, customer loyalty and 
maximise sales. Bee and Bee (1995:6) claim customer care permeates every 
aspect of an organisation‟s activities. Bee and Bee (1995:1-2) further contend 
that the fundamental principles guiding customer care are that: 
 The organisation is fully committed to providing excellent customer care 
and the customer is the key focus throughout the organization. 
 All staff members are aware of and committed to the vision of excellent 
customer care. 
 All staff members are trained to provide the highest-quality customer care. 
 Systems and procedures are designed to enhance customer care.  
The above conceptualisation by Bee and Bee (1995) appears to summarise the 
model of effective customer care management at functional, operational and 
integrated levels in the public sector. 
  
Clarke (1996:165) believes that within the public sector there is a growing shift 
from being service provider to serving consumers. Furthermore, Clarke (1996) 
observes that public authorities have, with good justification, identified customer 
care as both a political and a managerial objective, and many central 
governments have reinforced this with the concept of citizens‟ charters. 
According to Bee and Bee (1995:13), many organisations draw their vision of the 
future from their vision and mission statements supported by their core values. 
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These serve as a guide to business stakeholders as to what the organisation 
“wants to achieve and how it wants to achieve it”. Buffalo City Municipality and 
many South African government service institutions have developed their own 
vision and mission statements in line with the Batho-Pele principles, which are 
intended to guide their service provisions. Craythorne (2006:320-321) is 
convinced that those from the old order may see customer care as a curious 
recent development in South Africa. However, with the promulgation of the 
Municipal System Act 2000, municipal administration is required to practise 
performance management which further requires customer care management to 
maximise municipal service performance (Treurnich, 2008:2-3).  
 
Klopotek (2009) underlines the efficacy of an integrated customer care 
management. Customer Care Management (2003) contends that an 
organisational culture embodies customer service excellence throughout an 
organisation. This view could be interpreted as a fundamental principle whose 
effective application by organisations ensures that citizen‟s service charter aimed 
at achieving best business practice is observed. Furthermore, it is argued that 
customer care management is a culture of people-centred service excellence. 
Importantly, every touch-point of any organisation is a brand experience aimed at 
optimising organisational customer service needed to: 
 Improve business processes. 
 Manage change. 
 Develop business metrics. 
 
Tealeaf (2010) asserts that customer service optimisation entails bridging the 
gap between call centres and customer service in order to respond to customer 
needs. According to Customer Relationship Management (2009), the core 
characteristic of effective customer service is a comprehensive call centre 
management, which involves intelligent call routing, computer telephone 
integration and escalation capabilities. This is not all. It is reported that in recent 
years, organisations have employed electronic-service capabilities (web self-
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service, knowledge management, email response management, web chat and, 
collaborative browsing and virtual assistance) to manage customer care. 
Customer Relationship Management (2009) further observes that the profusion 
of customer services has compelled many organisations to deploy 
comprehensive support applications that deliver knowledge-enabled solutions to 
customers.  
 
The Ashford Borough Council (2009) points out to the fact that nowadays citizens 
demand “accessible, efficient and cost effective services…” and public service 
providers are expected to provide customer care management services for 
citizens. This increasing demand for effective customer care service is attributed 
to the rising awareness of consumerism. The South African national government 
seeks value-for–money services for her citizens – a point incorporated into the 
Batho-Pele principles. It is envisaged that government institutions would employ 
concepts and strategies that deliver value-for-money services. Customer care 
has come up as an ideal concept or strategy embodied in the South African 
government‟s Batho-Pele principles: putting people first (Van der Waldt, 
2004:87).  
 
Treurnich (2008) emphasises the challenge set out in the Municipal System Act 
2000, clause 95, chapter nine, which calls on South African government service 
institutions to be customer care management efficient. This legal provision 
suggests that the South African government recognises the important role 
customer care management plays in service delivery. The successful 
establishment of a sound customer care management by government institutions 
can only be achieve if the components of customer care management are first 
identified and integrated to ensure the maximisation of customer care 
management (Klopotek, 2009).  
 
Furthermore, personal and material services which form the bases of effective 
customer service are also expected to complement each other. The Consumer 
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Council (2009) insists upon customer care being genuine. This value-adding 
quality requires committed staff capable of providing excellent customer care that 
serves the needs of customers – a core characteristic which is at the heart of 
best business practice. Business Link (2009) and Ketler (2009) highlight the vital 
role customer care plays in public sector management and success. Research 
suggests that customer care is every employee‟s business. However, customer 
care management requires discrete management and business diplomacy to 
create an enabling environment for customer care management success. This 
subtle manipulation of customer care attribute is essential to effective customer 
service.  The reviewed literature suggests there is evidence to support the thesis 
that customer care management has not been contextualized properly into 
customer service, complaint management and call centre in the public sector. 
However, Van der Waldt (2004:331-332) contends that customer service and 
associated relationships between customers and service providers are “critical 
strategic issues” that cannot be ignored by “both public and private 
organisations”. 
 
2.2.1 Customer service  
In recent years many African governments have realised the need to render 
customer service to citizens as democracy becomes firmly established within the 
society. South Africa is no exception. Customer service, a distance word some 
years back in the public sector, has become the buzzword in recent times. The 
Right Now Technologies (2001) claims that customer service is “all about 
delivering the answers customers are seeking”. According to Chapman (2007), 
central to customer service and call-centres is retaining customers with the 
subsequent add-on effect of customer acquisition and classification. This 
reinforces Klopotek‟s (2009) views on an integrated customer care management. 
To achieve this, the public sector will require effective customer service.  
 
The fundamental purpose of customer care service, according to the 
International Engineering Consortium (2009:1), is to seeking and acquiring new 
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customers, providing superior customer satisfaction and building customer 
loyalty. A question that is often posed is: Are customer care and customer 
service synonymous? Majikija (2006:5) defines customer service as “…delivering 
a professional service, providing access to quality information and providing 
services that are timely, cost effective, and useful for government‟s core 
objectives”. This definition articulates the context of public sector service 
provision.  
 
According to the eThekwini Municipality (2009:4) as well as Paradisos (2007:5), 
customer service is defined as “a set of behaviour that a business undertakes in 
its interaction with its customers. Customer care is the phrase that is used to 
describe the taking care of our customers in a positive manner”. This definition 
puts more emphasis on the human involvement in the service delivery process. 
Notably, human involvement in municipal service provision ranges from high to 
low involvement. 
 
Hlabangwane (2008:2) describes customer service as:  
 “The ability to provide a service in the way it has been promised”. 
 “Treating others as you would like to be treated yourself”. 
 “a phrase that is used in describing the process of taking care of 
customers in a positive manner”. 
 “The commitment to providing value added service to external and internal 
customers”. 
 “A proactive attitude that can be summed up as I care and I can do”. 
 “all about expectations, when you and customers get face to face, or 
phone to phone, or interact in any other way, the expectations customer 
has about the encounter”. 
The above definitions give a broader perspective of how customer service is 
construed in the public sector and private sector.   
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However, Speer (2006) and Walker (2008) argue that it is difficult to define 
customer service as it is often misinterpreted or inadequately defined. Walker 
(2008) has suggested that the following should be considered in arriving at any 
meaningful customer service definition: 
 A positive, polite, caring and friendly attitude. 
 The knowledge and ability to provide quality service by satisfying the 
customers needs. 
 The process of delivering first rate benefits and treating customers fairly 
and professionally. 
 Any communication that creates a good or bad impression. 
 How a business looks after its customer‟s requirements through effective 
and efficient before and after sales service. 
 
It could be concluded from the literature reviewed above that, in the public sector 
context, customer service entails focusing on the needs of citizens and exploiting 
all the available resources in order to deliver at least basic services to all citizens. 
In South Africa, the practical implementation of the vision/values statements of 
customer service in the public sector does not resonate with any of the definitions 
outlined above. The extant literature suggests that government employees go 
about their duties with impunity (Anti-Privitalization Forum, 2006; Hans, 2009:1). 
This could be the reason for the failure of effective customer service 
management in the public sector (Mgwatyu, 2008:10; Mgwatyu, 2009:11; 
Mgwatyu & Maselwa, 2009:11; Sokopo, 2008).  
 
Chapman (2007) observes that effective customer service requires the 
optimisation of human involvement in the service process. Chapman (2007) 
contends that customer service and call-centres are the most visible and 
significant areas of organisational performance. However, they are the most 
challenging and neglected areas of management. Chapman (2007) 
acknowledges the fact that, in both the public and private sectors, many senior 
executives have failed to recognise the importance of customer service – a lack 
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of business acumen that prevents them from instituting and managing customer 
service standards that promote quality service. Reasons provided are the failure:  
 Of many large organisations such as municipalities to empower staff due 
to lack of trust (this could be as a result of socio-political dynamic of civil 
servants in South Africa).  
 To design policies and systems to guide staff to effect successful 
customer service as noted by Darby Gounden, BCM‟s communication 
manager stressing the need to have customer care workshop for BCM‟s 
employees to inculcate customer care management principles (Mabindla, 
2006b).  
 Of policy-makers and systems-designers, who are far removed from 
customers and their service expectations.  
 
Chapman (2007) asserts that policies, systems and technology lead to efficient 
customer service; however, employees‟ involvement is very important. Cook 
(2002:15), on the other hand, emphasises the need to blend both personal and 
material services to achieve effective customer service. Cook (2002) further 
states that many organisations erroneously perceive improving customer service 
means focusing on only product knowledge, technical skills and administration. 
This suggests that organisations‟ inability and failure to strike a balance between 
personal and material services is one of the root causes of unsuccessful 
customer care service delivery management. 
 
2.2.1(a) Personal and material services  
Brown (1989:4) and Chapman (2007) highlight the importance of the human 
element (how people are treated and communicated with) in efforts aimed at 
achieving effective customer service. Administration for Children & Families 
(2001) points out that the key to efficient customer care management stems from 
the employee-level value creation. This element of proactive human involvement 
of the employees, according to Brown (1989) and Chapman (2007), determines 
the difference between customers‟ actual experiences and their service delivery 
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expectations. Administration for Children & Families (2001) further observes that 
employees‟ productivity originates from employee loyalty which is the end result 
of employee satisfaction. Customer satisfaction is created by high-quality support 
services (people, information and technology) and the ability to provide value and 
to resolve customer complaints. The intriguing question that screams for answer 
is: Are the recent service delivery protests triggered by South African civil 
servants’ disloyal or by the government’s failure to provide well-funded resource 
supports for citizens?  However, citizens demand effective and efficient services 
amidst highly complex municipal services. 
 
Municipal services range from highly complex human involvement (for example: 
billing system, municipal library, municipal bus transport system) to lowly human 
involvement (for example: urban roads, electricity, water, sewerage etcetera). 
The effectiveness of these services depends upon well-designed and tested 
different approaches. Nitecki (2002) claims that Servqual, an instrument 
designed by Berry, Parasuraman, and Zeithaml in 1988, best measures effective 
and efficient service. This instrument, as Brown (1989) disintegrated customer 
service into personal and material services, also is divided into tangibles/material 
service, such as physical facilities, equipment etcetera and intangibles/personal 
service, such as reliability, promptness, assurance and empathy. Importantly, 
neither of them only is enough to effect service quality.   
 
However, the ultimate success of this complex human involvement centres on 
customer care: the core value. Ketler (2009) and Business Link (2009) 
emphasise one crucial point that needs to be noted: namely, customer care cuts 
across every facet of business to deliver customer satisfaction, not only where 
human involvement is high. This underpins the fact that the core value of every 
municipal service is customer care. Through effective customer care 
management municipalities could achieve maximum customer satisfaction.  
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The question that comes to mind as the researcher seeks to address the 
pertinent question of effective customer care management is: Can successful 
customer service delivery be achieved through promptness, responsiveness and 
empathy? South African citizens and the government expect municipal 
employees to perform at least what is required of them and hopefully go beyond 
the call of duty to complement the material service to satisfy citizens (Bradley 
2003:206–208). This desired national service delivery objective could be further 
broadened to encompass ubuntu as the underpinning principle enshrined in the 
Batho-Pele principles. It is envisaged, therefore, that municipal employees will be 
encouraged to water down the pre-democratic old approach to rendering 
municipal service – an approach which was devoid of empathy and caring for 
others. In terms of material service, it is this complementation of both personal 
and material services, which ensures that roads, electricity, water etcetera are 
supplied in the required standard without failure. 
 
2.2.1(b) Factors contributing to effective customer service 
Global Oneness (2009) presents these as factors that enhance effective 
customer service: 
 “Friendly and helpful staff”. 
 “Staff with ability to listen”. 
 “Appropriate tone of voice”.  
 “Approachable staff”.  
 “Staff displaying appropriate body language”.  
 “Staff with good product knowledge”. 
 “How staff greet the customer”. 
 “Understanding the customers needs”.  
 “Staff with good soft skills”. 
 “Wide product range”. 
 “Good quality products/services provided”.  
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 “Long opening hours”. 
 “Delivery service (if possible)”.  
The above points highlight the fact that incorporation of effective and friendly 
personal service into the service process is a key factor that satisfies citizens 
(customers).  
 
Administration for Children & Families (2001) claims that the following are the 
guiding principles, which ensure excellent customer service in the public sector: 
 Embracing change and persistently striving to improve (be a learning 
organisation). 
 Continually asking the target customers what they want and giving what 
they want to them. 
 Hmpowering, supporting, and rewarding frontline personnel. 
 harnessing the power of information. 
 Establishing an enabling infrastructure. 
  
According to Financial Customer Care for Public Sector (2006) improving 
customer service requires: 
 Complaint management and tracking. 
 Ensuring customers are treated in accordance with pre-defined business 
rules. 
 Ensuring effective customer service through qualified agents. 
 Service quality through accuracy. 
 Personalizing customer interaction. 
 Supporting multi-channel interaction. 
 
The South African government‟s White Paper on Local Government (1998) 
section (b) specifically describes the Batho Pele principles as a policy guideline 
for developing a sound and effective customer service through: 
 “Consultation. 
 Service standards. 
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 Access. 
 Courtesy. 
 Information. 
 Openness and transparency. 
 Redress. 
 Value -for- money”. 
 
The South African government realises the importance of redressing citizens‟ 
complaints through openness and transparency, courtesy, information sharing 
and consultation. This value statement is endorsed by an international best 
practice comment. The Dubai Municipality (2010) recommends the need for 
municipalities to render efficient and effective services by employing effective 
complaint management. 
 
2.2.2 Complaint management  
Significantly, the socio-economical and political environments that have 
characterised the local government administration and management provide 
some indications on how customers register complaints at municipalities. 
Jordaan and Prinsloo (2004:198) believe that the reasons why some customers 
might refrain from complaining are to the fact that they feel that: 
 It is not worth the time and effort. 
 No one would be concerned about their problem or interested in acting on 
it. 
 They do not know where to complain or what to do. 
 
The three observations on the tendency of some customers‟ reluctance to 
complain listed above are elucidated by a government department. The 
Department of Social Services and Population Development (2009:1) asserts 
that the objective of its customer care plan is to ensure customer complaints or 
suggestions receive immediate, detailed and helpful response.   
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According to a research report submitted by Guidance to Good Practice (2009:3-
10), effective complaints management is imperative in rendering quality customer 
service. Guidance to Good Practice (2009:3) argues that complaint systems 
provide a mechanism for obtaining feedback from clients, resolving disputes and 
reforming policies and procedures.  
 
Guidance to Good Practice (2009:4) presents its definition of complaint as: “Any 
expression of dissatisfaction or concern made to an organisation by, or on behalf 
of, an individual client – including government agencies – groups or members of 
the public, that relates to the organisation‟s products or services, or the 
performance, behaviour and conduct of staff, or the complaints handling process 
itself.” This definition highlights complaints that are made in person, by phone, 
fax, email or in writing. Guidance to Good Practice‟s (2009) document 
recommends that verbal complaints should be documented immediately by staff 
member who received the complaint.  
 
Guidance to Good Practice (2009:4-8) further stresses a nine-point-principle that 
guides effective complaint management as follows: 
 Visibility: “[That] information about how and where to complain should be 
well publicised to customers, personnel and other interested parties”. 
 Accessibility: That it should be easy to find, use, understand and 
communicate in variety of communication formats for example in isiXhosa, 
English, Afrikaans. Furthermore, its plan should include people with 
disabilities. 
 Responsiveness: That complaint should be handled promptly and 
courteously. 
 Objectivity: That complaint should be addressed in an equitable, sensible, 
complete, open, confidential and unbiased manner. 
 Charges: That complaint is made free of charge. 
 Confidentiality: That personal information is made available where needed 
with the complainant‟s express consent. 
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 Customer focused approach: That an organisation shows commitment to 
resolving complaints in urgency. 
 Accountability: That an organisation report on complaint management 
process against performance indicators. 
 Continual improvement: That complaint management process is 
constantly monitored or reviewed to improve.        
 
As a government agency, Manganese Ore (India) Limited (no date:1) contends 
that complaints should be seen in positive light and that: 
 It is justified and quickly dealt with. 
 It represents an opportunity to improve. 
 It causes are analysed to avoid future reoccurrences. 
Manganese Ore (India) Limited (no date) states that prompt handling of 
complaints leads to both internal and external customer satisfaction. 
 
Administration for Children & Families (2001) advocates for organisations‟ 
institutionalisation of a feedback loop for customer comments and complaints to 
guide them in their planning processes. Reasons provided for the need to 
establish these resources are: 
 Customer complaints are important source of information to guide them to 
success. 
 Customer complaints are a more direct means of obtaining information 
about customer expectation and are cheaper than conducting research 
study.   
This viewpoint confirms the thesis that municipalities stand to gain in delivering 
effective and efficient services to citizens if customer care and customer care 
management are taken seriously.  
 
2.2.2(a) Factors contributing to effective complaint management 
I-Sight (2010) presents the following basic steps for effective complaint 
management: It is recommended that an organisation interested in maximising 
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the effectiveness of its customer care management should designate a location 
to receive complaints. Consumers need to know where and how to file 
complaints or make inquiries is explained as:  
 Select a place to receive complaints that is visible and accessible to 
consumers. 
 Publicise the complaint system to encourage consumers to voice their 
dissatisfaction and to make the good intentions of the company apparent.  
The second recommendation deals with the development of a system for record-
keeping and designing forms for recording, categorizing and filing complaint 
records. The designed system should be aimed at performing the following 
functions:  
 “Communicating complaint data to top management. 
 Permitting swift identification and response when complaints need to be 
reported to other departments or companies in the distribution network, or 
to law enforcement or regulatory agencies.  
 Providing market research through complaint trends.  
 Enabling management to monitor the efficiency and effectiveness of the 
complaint- management system”.  
Thirdly, the process and record complaints should include the following: 
 “Logging in the complaint and any relevant data.  
 Categorising it for resolution and record-keeping. Defining clearly 
categories and ensuring the defined categories exclusive of one another.  
 Assigning the complaint to one person for handling 
 Forwarding the complaint to another level of authority, if appropriate, and 
 Acknowledging the complaint”. 
Fourthly, it is reported that consumers do not perceive registering complaints as 
a casual activity because the exercise impacts negatively on the daily personal 
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activities. Besides, the process of registering complaint, it is emphasised, 
involves some inconvenience and, possibly, expense. How a customer care 
centre should respond to loyal customers with strong feelings is listed below:  
 “Personalise the response. 
 Talk to the customer, if possible, by phone or in person.  
 Use letters when necessary, but avoid impersonal form of letters. 
 Take extra time, if needed, to help consumers with special needs, such as 
language barriers”. 
The fifth suggestion insists upon the customer care centre investigating and 
analysing the complaint very carefully before responding to the customer‟s 
complaint. The important steps to observe are: 
 “Being fair.  
 Getting both sides of the story.  
 Keeping records in the complaint file of all meetings, conversations or 
findings”.  
The sixth guide highlights the need to resolve the problem in a manner consistent 
with company policy. To achieve this objective the following steps must be 
adhered to: 
 “Forwarding the complaint to the appropriate level of authority for 
resolution.  
 Keeping the consumer informed through progress reports.  
 Notifying the consumer promptly of a proposed settlement”.  
 
The seventh guideline involves follow-up or monitoring. The follow-up steps 
include the following: 
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 “Finding out if the consumer is satisfied with the resolution. Determining 
whether the resolution was it carried out.  
 Referring the complaint to a third-party dispute-resolution mechanism, if 
necessary.  
 Cooperating with a third-party”.  
The eight guide on response to customer complaints focuses on the need to 
prepare and file a report on the disposition of the complaint, and periodically 
analyze and summarize complaints. The recommended steps are: 
 “Circulating complaint statistics and action proposals to appropriate 
departments.  
 Developing an action plan for complaint prevention.  
 Making sure the consumer viewpoint is given appropriate consideration in 
company decision making”.   
Using a list of guidelines and best practice models in dealing with customer 
complaints does not diminish the complex nature of managing customer 
complaints. The difficulties encountered by customer care units‟ attempts to 
respond to customer care complaints are confirmed by research. 
 
Van der Waldt (2004:334) asserts that designing response to customer complaint 
can be delicate; be it formal or informal. It is suggested that municipalities take 
seriously the root cause of the complaint to prevent reoccurrence. This is to say 
that municipalities must make concerted efforts towards achieving their service 
provision aimed at ensuring that decisions taken are in the interest of all 
stakeholders. Brennan and Douglas (2002), as quoted by Van der Waldt 
(2004:334) have described the attributes of an effective complaint system as 
quality values that are: 
 “Easy to access and well publicized. 
 Speedy (with fixed time limits for action and keeping people informed of 
progress). 
 40 
 Confidential (to protect staff and those who make complaints). 
 Informative (providing information to management so that services can be 
improved). 
 Simple to understand and use. 
 Fair (with a full procedure for investigations). 
 Effective (dealing with all points raised and providing suitable remedies). 
 Regularly monitored and audited (to make sure that the system is effective 
and improved)”.  
 
2.2.3 Call centre activities  
Call centre activities appear synonymous with complaint management. However, 
a call centre is seen as a physical place where enquiries or complaints or other 
telephone calls can be handled by an organisation, usually with some amount of 
computer automation (Call Center, 2008). It is further argued that a call centre is 
capable of handling large volumes of calls at a time, screening calls and 
forwarding calls to appropriate departments to handle. A call centre serves many 
purposes in an organisation. These functions include complaint handling, 
enquiries etcetera. In municipalities, a call centre is used for handling complaints 
and enquiries. This highlights the importance of electronic-service in the public 
sector. Electronic-services (2002) adopt Hewlett Packard (HP) definition of 
electronic-services as “modular, nimble, electronic services that perform work, 
achieve tasks, or complete transactions”.  
 
Bitpipe.com (2009) defines electronic-services as services that provide specific 
business needs. They include doing business on the internet by using web 
technology to help businesses, streamlining processes, improving productivity 
and increasing efficiency. Both public sector entities (including BCM) and private 
sector entities are moving business in this direction as they see its benefits. The 
South African Government Information (2009) stresses government helps lines 
and call centres that perform the following business transactions: 
 Getting information about government services and programmes. 
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 Reporting problems or making complaints. 
 Providing tip-offs to authorities about fraudulent or criminal activities. 
 
The success of these government support initiatives depends on how 
government‟s call centres are coordinated together with customer services and 
complaint management. The City of Johannesburg (2010) believes electronic-
services make life easy for citizens. BCM also encourages residents to visit its 
website or go to its municipal enquiry offices or telephone its customer care 
centre to source information or to lay complaints (BCM, 2009a). Ward councillors 
in BCM also serve as the ear and the mouth of BCM. Since October 2007 BCM 
call centre activities are aimed at drawing government nearer to the people with a 
range of services (Mabindla, 2008). 
 
2.3 Customer care and customer care management through the eyes of 
BCM 
The South African government has adopted Batho-Pele principles of: 
consultation, setting service standards, increasing access, ensuring courtesy, 
providing information, openness and transparency, redress and value for money 
as policy guideline for customer care in public sector service provision (Van der 
Waldt, 2004:145). This means that government institutions are required to render 
services that:   
 Promote and maintain high standards of professional ethics. 
 Provide service impartially, fairly, equitably and without bias. 
 Respond to people‟s needs; the citizens are encouraged to participate in 
policy-making. 
 Utilize resources efficiently and effectively. 
 Render an accountable, transparent and development-oriented public 
administration (Department of Public Service and Administration, 2009:1).  
 
Batho-Pele-centred package is what the South African government expects from 
its service institutions in terms of customer care and customer care management. 
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With this understanding, the South African government has created Thusong 
information and service centres across the country (including BCM) to fulfil this 
mandate (Mabindla, 2008:1). It is the duty of the South African government to 
provide services to citizens free or charge (Buffalo City Municipality, 2009b:1-2; 
Department of Social Development, 2009:1).  
 
When services fall short, citizens are encouraged to complain to the authorities 
through the government‟s call centres or enquiry desks, letter boxes etcetera for 
redress. Managing complaints at this level requires promptness and 
responsiveness (Ndenze, 2009b:4). Customer care at BCM originated from its 
“revitalization plan”, which advocated for the need for BCM to be customer 
centred (Qomfo, 2005:14). Aligning with the “revitalisation plan” Qomfo (2005:14-
15) and Mabindla (2006a), maintain that BCM‟s core customer care strategy is to 
establish and operate an all-inclusive front office interface that ensures feedback 
on service delivery and community complaints on a daily basis.  
 
A successful realisation of this goal would have expedited the maximization of a 
customer care management at BCM. Furthermore, BCM‟s vision statement – 
“…people-centred place of opportunity where the basic needs of all are met in a 
safe, healthy and sustainable environment” – is customer-focused. BCM‟s vision 
statement is articulated by its core values: acting with integrity, purpose and 
responsibility to all stakeholders, being transparent in all undertakings, satisfying 
customer needs through quality and service excellence, investing in the 
development of people, recognizing employees as an asset, striving to ensure 
quality and service excellence in the delivery of services, fulfilling the principles of 
ubuntu by showing empathy and tolerance to employees and customers coupled 
with its determination to provide the best service to its citizens 
(http://www.buffalocity.gov.za).  
 
Qomfo (2005:15) maintains the Municipal Systems Act 2000 side by side the 
prioritization and participation in Buffalo City Municipality Integrated Development 
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Process (IDP) and budget processes, BCM adopted an external customer care 
approach as one of community participation formulations. This strategy consisted 
of a number of consultative forums, namely, representative forum, mayor 
listening campaign, area-based consultation, ward committees, corporate 
communication campaign and customer care approach. 
 
Qomfo (2005:15-16) criticizes this strategy. He condemns the inadequacy of the 
approach, arguing that it only engages communities and creates unrealistic 
expectations. Ideally, these strategies bring BCM closer to the people. 
Understanding the needs of the people is another thing. BCM over the years has 
implemented this strategy by upgrading its call centres [enquiry desks] in order to 
improve customer experience and comfort. However, the upgrading project does 
not address peoples‟ service needs. Furthermore, BCM has embarked on 
community dialogue programme in response to community needs (Department of 
Provincial and Local Government, 2007; Mabindla, 2006b). The failure of BCM‟s 
efforts to satisfy customer service needs highlights the fundamental purpose of 
this research study. The research question being interrogated by the study is: 
What is the effective way to manage customer care in order to achieve a 
successful customer care management at BCM? 
 
In her explanation on how BCM intended to become customer-focused, Darby 
Gounden, BCM‟s Communication Manager, stressed the need to have customer 
care workshops for BCM‟s employees. The workshops were aimed at 
showcasing the importance of customer care management principles (Mabindla, 
2006a). Consequently, BCM adopted a customer care strategy and a service 
charter internally to help it to continuously add value to its services and 
innovatively find better ways of enhancing its service delivery in its attempts to 
satisfy its customers (BCM, 2005:4). The aim of this undertaking is that the 
customer care strategy and services charter would bind all BCM employees from 
the mayor to refuse collector and contract workers. Brown (1989:3) observes that 
customer care starts at the top command of any organisation both public and 
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private sectors as a conscious policy that must be felt throughout the 
organisation.  
 
It was reported by Mntengwana (2008) that BCM had appointed Amanda Charlie 
(now Fihla) as its customer care facilitator. This report reveals Amanda Charlie‟s 
role as BCM‟s customer care facilitator. The position provides Charlie with the 
opportunity “to communicate with people and being able to find ways to help 
them when they have a problem” (Mntengwana, 2008). This understanding 
underscores definitions that have been discussed. Apart from the service delivery 
measures discussed above, an interview recently conducted by the Delivery (a 
magazine) with Amanda Fihla, BCM‟s Acting Customer Care Manager of BCM, 
explained BCM‟s understanding of customer care (Delivery, 2008:74). In 
response to a question that demanded a response to what customer care meant 
to BCM, Amanda Fihla stated that to BCM, customer care management meant 
receiving complaints and referring them to relevant departments for attention and 
action, customer care staff making follow-up and giving feedback to customers. 
Furthermore, Amanda Fihla identified the core value of customer care: treating 
“the value of customers as a priority”. Finally, she observed that the BCM‟s 
“customer care staff should have passion and be dedicated to assisting the 
customers…”    
 
Commenting on how long it takes BCM to respond to complaints, Mntengwana 
(2008) reveals: “at times it takes over a week for department to get information 
for a customer”. Complaints and queries received from BCM customers range 
from power outages, sewerage blockages, manhole covers, street lights, tree 
trimming and cutting, grass cutting on open municipal spaces such as parks and 
pavements, burst water pipes, potholes etcetera. According to Mntengwana 
(2008), complaints that are made at the call centre vary from day to day. 
However, the nature of variation in customer complaints appears to be clarified 
by a comment made earlier by Jordaan and Prinsloo (2004:198): namely that 
people might feel it is not worth the time and effort to submit complains that might 
 45 
not be attended to. Complaints/queries that go through enquiry desks – fax, 
email, letter boxes – are not mentioned. It should be noted that BCM does not 
offer a toll free telephone number for citizens to use. Thus, BCM‟s call centres 
have prepaid telephone numbers, which could also turn off citizens that want to 
register complaints.   
 
BCM encourages residents to visit its website or go to its municipal enquiry 
offices or telephone its customer care centre to source information or to make 
complaints. BCM. Since October 2007 BCM call centre activities are aimed at 
drawing the government nearer to the people with a range of services (Mabindla, 
2008) by allowing convenient shops such the Spar, some garages and corner 
shops in the neighbourhoods to render some services on behave of BCM. But 
the problem that arises is that these shops render limited BCM services.  
 
Furthermore, BCM has an urban corridor – King Williams Town, Bisho, 
Mdanstane and East London – where it is easier to source (access) services. It is 
difficult, however, to access services in the rural part of BCM, which is sparsely 
populated, underdeveloped and chronically under-resourced. According to the 
South African Cities Network (2002:4), a common criticism levelled against BCM 
by both internal and external stakeholders is that BCM never gets its problems 
resolved. Does it mean that BCM‟s customer care/customer care management 
system is not effectively run?  
 
Owing to the importance of contextualising BCM‟s customers, it has become 
necessary to broaden this to encompass the national and the provincial 
governments, businesses and both temporary and permanent residents. BCM 
achieves extension by aligning its customer care with the Batho-Pele principles, 
which are in turn linked to its IDP processes through which its “Revitalization 
Plan” was formulated.  
 
2.4 The role vision/values statements in local government service delivery  
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The introduction of corporate services into public sector system has seen the 
gradual orientation and involvement of public sector managers in strategic 
planning. Scarcity of resources and increase in human population especially in 
the developing world, compel public institutions to plan effectively and to 
maximise their available resources more efficiently. Strategic imperatives have 
driven governments all over the world to search for solutions, resources and 
opportunities to deal with the growing demands for better life for their citizens.  
 
BCM is no an exception to this search for permanent solutions to its problems. 
Every strategic planning begins with designing appropriate vision and value 
statements. Thus, it is now a common sight to see mission, vision and value 
statements on the walls of public sector offices. The expected outcomes of this 
new customer care development is the hope that government employees would 
eventually understand the importance of customer care management and exploit 
its vision and value statements in ensuring that service providers offer them 
better service deliveries. The general positive effect of better customer care 
service delivery on all citizens is the enhancement of the general wellbeing of all 
citizens. Lithgow City Council (2009) affirms the value-added features of its vision 
statement as follow: 
 Encouragement of communal growth and development. 
 Contribution to the effective and efficient management of the environment, 
community, and economy for now and years to come.  
 
Strategic Planning (2009) defines vision statement as “the desired or intended 
future state of an organizational enterprise in terms of its fundamental objective 
and/or strategic direction”. Mind Tools (2009) observes that a vision statement 
gives sense of inspiration and direction. It is further observed that for employees 
a vision statement provides a sense of inspiration and direction to give their best 
and to customers; it moulds their understanding of working with the organization.  
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Underscoring the importance of vision statements in branding an entity‟s 
customer care service, McNamara (2008) asserts that vision statement has been 
recently perceived as a motivational tool that is often dismissed as being too 
idealistic. It is argued that customer care vision statements are directed at the 
employees to bring the best out of them. Administration for Children & Families 
(2001) emphatically notes that developing and implementing an effective 
customer care strategy requires establishing an organizational culture that 
supports a company‟s customer-focused vision. Creating a Vision (2010) lists the 
benefits of vision statements that include the following: 
 Breaking you out of boundary thinking. 
 Providing continuity and avoiding the stutter effect of planning fits and 
starts. 
 Identifying direction and purpose 
 Alerting stakeholders to needed change.  
 Promoting interest and commitment  
 Promoting laser-like focus.  
 Encouraging openness to unique and creative solutions.  
 Encouraging and building confidence. 
 Building loyalty through involvement (ownership). 
 Maximising efficiency and productivity.  
The reviewed literature suggests that the residents of BCM expect it to act in an 
equitable manner and to distribute its available resources to ensure that BCM 
service users are adequately cared for. BCM‟s vision states “…people-centred 
place of opportunity where the basic needs of all are met in a safe, healthy and 
sustainable environment” (BCM, 2005:i). BCM is supposed to act in an equitable 
manner by distributing its available resources to ensure that BCM service users 
are adequately provided for. 
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It is with this understanding that BCM needs to assess itself in terms of matching 
its vision with its service delivery in order to determine whether its actions are 
people-centred in accordance with its vision and value statements.  
 
2.5 The impact of organisational culture on customer care /customer care 
management in the public sector 
Klopotek (2009) contends that an integrated customer care management 
ensures the maximisation of customer acquisition, customer classification, 
customer service, complain management, and call centre activities. However, in 
the public sector the inquiry will be limited to customer service, complain 
management, call centre activities due to lack of competition. Customer care 
management is described as “a culture of service excellence throughout an 
organisation” (Customer care management, 2003). The above view is elucidated 
by McNabb (2007:330-331), who observes that in both private and public levels 
every organisation develops its own unique culture and operational climate. 
Organisations brand themselves with the organisational culture they have 
created during their operational existence.  
 
The culture and operating climate affect the effectiveness and efficiency of 
government agencies and are monitored by public administrators. Schein 
(1985:229) defines organisational culture as “the shared and implicit assumptions 
held by a group and that determines how members of the group perceive, think 
about and react to its various environments”. Margulies and Wallace (1973), as 
cited by McNabb (2007:330) also define organisational culture as “the learned 
belief, values, and patterns of behaviour that characterise an organisaton”. 
Substantiating the above citations, McNabb (2007) further adds that beside 
culture, organisations can develop around its unique operating climate through 
the interaction of workers and their superiors functioning within that culture. 
Payne (1971), as cited by McNabb (2007:330) refers to operating climate as “the 
content and strength of the salient values, attitudes, behaviours and feelings of 
the people working in an organisation”.  In the public sector, customer care and 
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its management have been expressed in terms of mission/vision/values 
statements, carved in a form of the Batho-Pele principles.  It is verified and 
supported by the South African national constitution and applies to all levels of 
governance to put customers first.   
 
Not ignoring the complexity of public service, the challenge faced by these 
citations is that organisational attention is focussed on the employees. However, 
Brown (1989: 5-8) disintegrates customer service into material service and 
personal service; that “both material and personal services are interdependent, 
and neither is enough to ensure success on its own” to affect effective customer 
service. Personal service here is described as the human dimension in the 
service process, which includes skill, knowledge, empathy, values, attitudes, 
behaviours, feelings etcetera.  Material service includes organisational support 
and the entire infrastructure that go into delivering efficient public service.   
 
Schein (1985) extends the discussion that the organisational attribute that can be 
seen, felt and heard is called artefacts. These comprise the organisational 
facilities, offices, furnishings, visibly awards and recognition, uniforms, 
interactions within and outside the organisation, and slogan, mission/vision 
statements and other operational creeds. These relay organisation‟s cultural 
meaning and affirm the reasons why employees should put customers first. It 
serves as motivations for workers to work to their full potential, by so doing; they 
ensure teamwork to deliver satisfaction through effective and efficient customer 
service.  
 
In an effort to reverse Apartheid influence in South Africa, post-1994 has seen a 
major transformation in the public service delivery to meet the basic needs of all 
citizens. The object and the intent is not profitability but sustainability in the local 
government. BCM‟s vision statement is particularly about it. This is a legitimate 
demand not a privilege in this new democratic dispensation. It is expected that 
where problems continue to exist, public institutions will employ effective 
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complaint management system and efficient call centre activities to affect 
effective customer service. The onus is on public institutions to reorientate to 
maximise access to public services by all (The White Paper on Local 
Government, 1997:1).  
 
2.6 Conclusion 
In this chapter the practice of customer care/customer care management in the 
public sector (including BCM) has been explored. An in-depth literature review of 
customer care/customer care management (in the context of customer service 
and associated personal service and material service, complaint management 
and call centre activities) is critically examined. Lastly, the role vision / value 
statement plays in service delivery in municipalities is also highlighted. The next 
chapter deals with research processes and methodology.  
 51 
CHAPTER THREE 
RESEARCH METHODOLOGY 
 
3.1 Introduction  
The main purpose of this chapter is to review the scientific research process, 
outline the different research paradigms /designs/ methods in order to determine 
the most appropriate research methodology for the study. Cohen and Manion 
(1994) observe that the aim of research methodology is to help researchers to 
understand not only the product of scientific enquiry, but also the process itself.  
Anderson (1990) observes that a research method is an approach devoted to 
addressing a research question or problem – a view that re-affirms that of Cohen 
and Manion (1994). Anderson (1990:107) compares methodology with “fine 
cooking” – a comment that highlights the need to identify and blend the different 
elements of the research process in order to create the most appropriate 
research design and methods for the study.  
 
Anderson (1990) also notes that some scholars are capable of combining 
approaches and improvising models depending on the challenges at hand. It is 
clear from the extant literature that some methods serve the objectives of a study 
more than others. In some cases one particular method can actualise the 
purpose of the study while in other instances a combination of applicable 
methods is needed to achieve the desired outcomes. When existing methods do 
not fit the study, Anderson (1990) adds, a researcher has to adjust these 
methods or design unique approaches to obtain meaningful data.  
 
Cohen and Manion (1994:38-39) perceive methods as the range of approaches 
used in research to gather data which are to be used as a basis for inference and 
interpretation, explanations and prediction. According to Cohen and Manion 
(1994:38), “Traditionally”… methods “refers to those techniques associated with 
the positivist model – eliciting responses to predetermined questions, recording 
 52 
measurements, describing phenomena and performing experiments” (Cohen & 
Manion, 1994:38).  
 
The methodology customised for this study has to take into account the factors 
that inform and shape the research problem. The factors that are at play in this 
study are (1) the research problem (the evaluation of effectiveness of customer 
care service and customer care management at Buffalo City Municipality); (2) the 
integration of customer complaint management, call centre activities and 
customer service; (3) the best practice service delivery culture and (4) the gap 
between BCM‟s vision/core value objectives and the outcomes of its strategic-
goal implementation.   
 
This chapter provides a methodological framework within which the case-study 
evaluation of the effectiveness of customer care management of Buffalo City 
Municipality is located. Research suggests that the choice of research 
methodology is determined by a number of factors. As Babbie and Mouton 
(2003:75) put it: “The types of  measurement, sampling, data-collection and data-
analysis methods that researchers employ in a particular type of study, as well as 
the sequence in which they are employed, are determined by the research 
problem (questions) and the kind of evidence that is required to address that 
problem”.  
 
Research, according to Remenyi (1996:24) may be perceived as “voyage of 
discovery”. Researchers, Remenyi (1996) further observes can only claim that 
their studies have provided valuable data to the existing body of scholarship if 
they have complied with the standards set by “scientific method”. Scientific 
research methodology ensures that the standards of scientific research system 
for interpreting phenomenon investigated are observed.   
 
The purpose of enforcing scientific research rigour is illuminated by Einstein, 
cited by Remenyi (1996:24): 
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Science is the attempt to make the chaotic diversity of our sense-experience 
correspond to a logically uniform system of thought. In this system single 
experiences must be correlated with the theoretical structure in such a way 
that the resulting co-ordination is unique and convincing.  
   
It is argued that although science attempts to be an objective, rational 
undertaking, it is in essence and exercises driven by human emotions and 
cultural traditions (Gould, cited by Remenyi, 1996). According to Gould, cited by 
Remenyi (1996:24), “Science is not an objective, truth-directed machine, but a 
quintessentially human activity, affected by passion, hopes and cultural biases. 
Cultural traditions of thought strongly influence scientific theories”.  
 
As the term indicates, a methodological framework locates the study within the 
appropriate theoretical paradigm that shapes and informs the research problem. 
Henning, van Rensburg and Smit (2004:25) offer the following definition for 
methodological framework:  
 
A theoretical framework positions your research in the discipline or subject 
in which you are working. It enables you to theorise about your research. It 
helps you to make explicit your assumptions about the interconnectedness 
of the way things are in the world. A theoretical framework is like the lenses 
through which you view the world. 
 
The literature reviewed above suggests that scientific research studies follow 
predetermined standards of scientific enquiry and scientific research process, the 
next focus of this chapter. 
 
3.2 The scientific research process 
According to the Nelson Mandela Metropolitan University (NMMU) Business 
School Guidelines for MBA Programme compiled by Pretorius (no date: 6), 
research “can be broken down broadly into two types:  basic research, which 
seeks an extension of knowledge and is not necessarily problem-oriented; and 
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applied research, which is problem-oriented”.  Pretorius (no date: 6) observes 
that “applied research is usually carried out to solve a specific problem that 
requires a decision” – a methodology described by some researchers “as a 
project approach to research”.   
 
Human beings‟ construction of reality relies on the nature of human inquiry 
(Walonick, 1993). An important aspect of human beings‟ search for knowledge 
has been the use of logic to qualify human inquiry. According to Walonick 
(1993:1), the use of logic “had endured for a millennium and was a well-
established conceptual framework for understanding the world; of which the 
seeker of knowledge was an integral part of the inquiry process”. According to 
Babbie and Mouton (2003:72).The standard scientific research process or “the 
logic of scientific inquiry” is composed of “research problem/question”, “research 
design”, “empirical evidence” and “conclusions” – “the four elements that are 
standard in all forms of empirical research” (Babbie and Mouton, 2003:72).  
 
Remenyi (1996) points out that the first task a researcher must tackle before 
embarking on research study is interrogating “three major philosophical 
questions” that underpin any research within the scientific knowledge production. 
These are: 
 Why research? 
 What to research? 
 How to research?   
 
Reinforcing Yin‟s (1994) recommended four stages for case study methodology, 
Tellis (1997:1) states the four stages of case study methodology he has used for 
his own article as follow: “Design the case study”; “Conduct the case study”; 
“Analyse the case study evidence” and “Develop the conclusions, 
recommendations and implications”.  Major case study researchers including Yin 
(1984, 1989, 1993, 1994, 2003 & 2009), Stake (1988) and Struwig and Stead 
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2004:3), however, emphasise the fact that researchers employ various research 
processes and methods to collect, analyse and interpret information.    
 
3.2.1 Characteristics of research 
Wimmer and Dominick (2000:11-13) identify the following five characteristics of 
scientific research: “(1) Scientific research is public…. (2) Science is objective … 
(3) Science is empirical… (4)Science is systematic and cumulative … [and] (5) 
Science is predictive)”. Reswick (1994:vii) asserts that research is deemed 
scientific if the study satisfies the following requirements: if it employs scientific 
methods that any competent investigator could describe objectively in detail; if it 
follows procedures that others can repeat and verify independently whether the 
methods used in obtaining results are valid and reliable.   
 
Human beings‟ construction of reality relies on the nature of human inquiry 
(Walonick, 1993). An important aspect of human beings‟ search for knowledge 
has been the use of logic to qualify human inquiry. According to Walonick 
(1993:1), the use of logic “had endured for a millennium and was a well-
established conceptual framework for understanding the world; of which the 
seeker of knowledge was an integral part of the inquiry process”.  
 
According to Wimmer and Dominick (2000:13), “The typical research process 
consists of these eight steps: 
 Select a problem. 
 Review existing research and theory (when relevant). 
 Develop hypotheses or research questions. 
 Determine an appropriate methodology/research design. 
 Collect relevant data. 
 Analyse and interpret the results. 
 Present the results in an appropriate form. 
 Replicate the study (when necessary).” 
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Understanding these research processes and methods sets the researcher on an 
uneasy path to define or describe what scientific research is all about. 
Nevertheless, an attempt needs to be made to describe what scientific research 
is about by reviewing and analysing the extant literature (Ariola, 2006:2). Tulloch 
(1993:505) defines research as “the systematic investigation into and study of 
materials, sources…in order to establish facts and reach new conclusions”. In 
contextualising this definition, Tulloch (1993) further explains that research is “an 
endeavour to discover new or collate old facts etcetera, by the scientific study of 
a subject or by a course of critical investigation”.  
 
3.2.2. Definitions of research  
According to Merriam-Webster Dictionary (2011a), the term research is derived 
from an old French word recerchier, which means to investigate thoroughly, a 
usage that dated back to 1577. Merriam-Webster Dictionary (2011a) provides 
further associated meanings of research: 
 To search or to investigate exhaustively or to search carefully or diligently. 
 A studious inquiry or examination, an investigation or an experimentation 
aimed at the discovery and interpretation of facts, revision of accepted 
theories or laws in the light of new fact, or practical application of such 
new or revised theories or laws. 
 To search and collect information about a particular subject. 
 
In the NMMU Business School Guidelines for MBA Programme, Pretorius 
defines the scientific research process. According to Pretorius (no date: 6), 
research is “… the systematic search for answers to significant and pertinent 
questions by the use of the scientific method of gathering and interpreting data 
(information)”.  Research and its process are also described by Ariola (2006:3). 
This writer asserts that research must originate from a problem in order to enable 
a researcher to collect data of fact, analyse the data critically and in the end take 
a decision on actual evidence. “It involves original work, instead of hearsay or 
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mere exercise of personal opinion and involves a general desire to satisfy a 
need” (Ariola, 2006:2).  
 
The notion of research is also described by Mouly (1978:12), who defines 
research as: 
 
[T]he process of arriving at dependable solutions to a problem through the 
planned and systematic collection, analysis, and interpretation of data. It is 
the most important tool for advancing knowledge, for promoting progress, and 
for enabling man to relate more effectively to his environment, to accomplish 
his purposes, and to resolve his conflicts.  
 
The above definitions and descriptions of research suggest that scientific 
research is not a mere exercise of data or information gathering. According to 
Goddard and Melville (2001:1) research is more about “answering unanswered 
questions or creating that which does not currently exist”. It could, therefore, be 
argued that research involves the discovery and academic knowledge production 
through a time-tested and proven means of producing new reliable knowledge.  
 
According to Winberg (1997:12-13) and Phillips and Pugh (1994) as cited by 
Struwig and Stead (2004:3), the following distinguish research from mere data 
collection and decision making: “research is based on an open system of 
thought; researchers examine data critically, and specify the limitation of the 
generalisations”.  
 
3.2.3. Formulation of research problem/question 
A crucial step in the research process is: the formulation of research topic. It 
starts with a preconceived problem that needs to be researched. Maree 
(2007:263) points out that “research problem statements and questions are 
considered to be more important than the methods used to answer them or the 
philosophical views underlining each method”, for it is the research questions that 
unravel how the subjects perceive their world and how their perceptions inform 
the study. Struwig and Stead (2004:31) stress the fact that “research originates in 
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a problem situation; hence research that does not proceed from a problem is 
unacceptable”. Struwig and Stead (2004:33) provide guidelines for selecting a 
research problem and among them are (1) contemporary issues that are 
argumentative, for example, letters in newspapers or magazines and (2) 
discrepancies between theory and practice.  
 
Struwig and Stead (2004:23) advise clearly that the selection of a research topic 
should lead to the formulation of the main problem and sub-problems for the 
study. These are then followed by the formulation of the aims or objectives of the 
research (see chapter one). Struwig and Stead (2004:44) further stress the need 
to state the aims or hypotheses to be tested. Hypotheses could be said to be the 
core of positivist studies.    
 
Babbie and Mouton (2003:643) define hypothesis as: “An expectation about the 
nature things derived from a theory. It is a statement of something that ought to 
be observed in the real world if the theory is correct. A hypothesis is essentially a 
statement that postulates that a certain relationship (correlation or causality) 
exists between two or more variables”.  Wimmer and Dominick (2000:428) define 
hypothesis as “a tentative generalisation about the relationship between two or 
more variables that predict an experimental outcome”. 
 
An elaborated definition of hypothesis from the Merriam-Webster Dictionary 
(2011b) provides the following characteristics of hypothesis: (1) an assumption or 
concession made for the sake of argument; (2) an interpretation of a practical 
situation or condition taken as the ground for action; (3) a tentative assumption 
made in order to draw out and test its logical or empirical consequences and (4) 
the antecedent clause of a conditional statement. 
 
Rosnow and Rosenthal (1996:39) describe hypothesis as a conjectural 
statement. According to Struwig and Stead (2004:36), hypothesis is “a tentative 
statement about relationship between two or more variables”. Struwig and Stead 
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(2004) further point out that the hypothesis “gives direction or focus to the 
research through the identification of measurable variables; is grounded in the 
quantitative research paradigm and seldom found in qualitative research 
projects”  
 
Struwig and Stead (2004:36) list the following common functions of hypothesis: 
 Predicting the relationship between variables and is empirically verifiable.  
 Demonstrating that the researcher has mastered the problem and can 
identify and control the main variables in it. 
 Directing the investigation by suggesting the procedures to be followed 
and the type of data to be collected.  
 Providing a basis for interpreting the results and drawing conclusions. 
 …. Data are collected so that the hypothesis can be accepted or rejected.  
The above steps cannot be achieved without the investigation of the relevant 
literature (Struwig and Stead, 2004:38). It means that a generous body of 
literature is needed to conceptually define themes. 
 
3.3 Research design 
Studies on research methodology have established a distinction between a 
“research design” and “research methodology”. “[R]research design” is defined as 
“a plan or blueprint of how” researchers conduct the research studies. According 
to Babbie and Mouton (2003:74), “Research methodology” consists of the 
methods, techniques and procedures deployed in the implementation process of 
the research design in order to solve the research problem. Research 
methodology may, therefore, be defined as “the methods, techniques, and 
procedures that are employed in the process of implementing the research design 
or research plan, as well as the underlying principles and assumptions that 
underlie their use” (Babbie & Mouton, 2003:647). Six major types of research 
designs have been listed by Babbie and Mouton (2003:205): “Experiments”, 
Survey research”, “Qualitative research”, Participatory action research”, 
Evaluation research” and “Unobtrusive research”.  
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3.3.1 Types of research questions  
There are two types of research problems or questions: (1) empirical and (2) 
non-empirical research questions. According to Babbie and Mouton (2003:75): 
 
An empirical question addresses a problem in World 1: a “real-life” problem. 
To resolve an empirical, we have to collect new data about World 1 or we 
have to analyse existing data. Non-empirical questions, on the other hand, 
are questions about “entities” in World 2. Non-empirical questions would 
include questions about the meaning of scientific concepts, questions about 
trends in scholarship or about competing theories. In this case we are 
asking questions that can be resolved without having to gather information 
from World 1. 
   
While empirical research problems/questions deal with real-life situations, non-
empirical questions are concerned only with theoretical or philosophical issues. A 
comparison of an empirical question (“What are the critical success factors of a 
profitable company”), with a non-empirical question (“What are current state of 
research on environmental ethics”), Babbie and Mouton (2003:77) elucidates the 
distinction between empirical research questions and non-empirical ones. The 
research problem that evaluates the effectiveness of customer care management 
services at the Buffalo City Municipality deals with a real-life phenomenon in 
World 1. 
 
3.3.2 Classification of research designs 
According to Babbie and Mouton (2003:76), the “first classification principle is to 
distinguish between empirical and non-empirical studies”. Secondly the distinction 
between empirical and non-empirical designs is to be followed by “the distinction 
between primary and secondly empirical data”. “Primary data … refers to data … 
collected” by the research himself/herself “as opposed to secondary data that 
already existed when” the research study was initiated.  
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The third distinction is between “primary data designs” and “secondary data 
studies”.  According to Babbie and Mouton (2003:76): 
 
Studies in which the researchers collect new data through interviews or 
observation or whatever method, are referred to as “primary data designs”. 
Studies in which researchers use existing data, such as census data or 
documents and texts that were produced previously, are referred to as 
“secondary data studies”.   
    
The final stage in the classification of research designs is establishing difference 
between types of data sources. “Data can be classified into two main categories: 
numeric data (numbers, statistics, psychological test scores, and physiological 
measures) and textual data (documents, texts, conversations, and interview 
transcripts)” (Babbie and Mouton, 2003:76).   
 
In summing up their discussion of the classification of research designs, Babbie 
and Mouton (2003:76-77) draw researchers‟ attention to one fundamental point: 
“The fact that data comes in these two main formats does not mean of course (1) 
that we do not often use both types in one study, or (2) that we may not transform 
textual data (interview responses) to numeric categories (post-coding)”. 
 
3.3 3 Purposes of research  
Research reveals that there are many purposes of social research. “Exploration, 
description and explanation” are the three “most common and useful purposes” 
(Babbie & Mouton, 2003:79). “Although … most” studies “do have more than one 
of these purposes….explaining them separately is useful because each has 
different implications for other aspects of research design” (Babbie & Mouton, 
2003;79).  
 
The exploratory approach is used “when a researcher examines a new interest or 
when the subject of the study itself is relatively new” (Babbie and Mouton, 2003: 
79). The second main purpose of research is description. According to Babbie 
and Mouton (2003: 79), “A major purpose of many social scientific studies is to 
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describe situations and events”. The descriptive purpose requires the researcher 
to observe and to describe what was observed. “Many qualitative studies aim at 
description”. “The third general purpose of social scientific research is to explain 
things”. The preoccupation of explanatory studies “is to indicate causality between 
variables or events” (Babbie and Mouton, 2003: 79). 
 
3.3.4. Unit of analysis  
This subsection deals with the unit of analysis, which, according to Babbie and 
Mouton (2003:84), “refers to the WHAT of your study: what object, phenomenon, 
entity, process, or event you are interested in investigating”. It is asserted that 
when an object is in World 1 – “a real-life object“… [–]…“we talk about empirical 
research problems…When this object is an object in World 2, we talk about 
conceptual or non-empirical problems” (Babbie & Mouton, 2003: 84).  Besides 
human subjects, organisations and institutions can also be units of analysis. The 
next are the methodological factors that determine research paradigms.  
  
3.3.5 Quantitative research designs  
Babbie and Mouton (2003) state that there are three major methodological 
research paradigms: (1) the participatory action research (PAR), (2) the 
quantitative and (3) qualitative paradigms. According to Babbie and Mouton 
(2003:645): 
 
PAR is participatory to the extreme, as it is based on the peoples‟ role in 
setting the agendas, participating in the data gathering and analysis and 
controlling the use of outcomes. In a nutshell, PAR postulates participation 
to the extent of shared ownership of the research enterprise.  
 
The study, however, provides a detailed analysis only on the distinction between 
quantitative and qualitative paradigms. 
 
Henning, et al. (2004:3) presents the following distinction between qualitative and 
quantitative research paradigms: “In a quantitative study the focus will be on 
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control of all the components in the actions and presentations of the participants.”  
In this way the respondents are usually restricted to present data in such a way 
that it can be captured by the “predetermined instruments”. According to Denzin 
and Lincoln (2008:14), quantitative studies emphasise measurement and 
analysis of causal relationships between variables, not processes.  
 
Babbie and Mouton (2003:645) define positivism as follows: 
 
“A metatheory that is based on the key assumption that the social sciences 
should follow the lead of natural sciences and model its own practices on 
that of the successful natural sciences. This translates into a practice of 
research which emphasizes the search for universal laws of human 
behaviour, quantification in measurement, and a definition of “objectivity” 
which requires a distance between the researcher and the research 
subjects”. 
 
Though quantitative research posits that objectivity is determined by quantifiable 
or numeric data grounded on positivism, practitioners of interpretive qualitative 
research reject this claim, arguing that there are qualitative paradigmatic factors 
that could be used to enhance objectivity (Babbie & Mouton, 2003)..  
 
Dewey (1916a), cited by Sherman and Webb (1995:14) does not see quantifiable 
data obtained empirically as opposed to qualitative data. Dewey (1916a), cited by 
Sherman and Webb (1995:14) perceives numeric data as having its own function 
as it constructs an idea of things and enhances this task by quantification, logical 
form and related representations. Viewed in this light, science is abstract since all 
scientific ideas are “abstracted” from experience (Sherman and Webb, 1995:14). 
Sherman and Webb (1995:14) further claim that inquiry is a back and forth 
movement in which the researcher has to make use of several tactics and 
techniques that include scientific procedure and logical analysis, quantification 
and mathematical discourse, historical narration and description, and “different 
kinds of judgment to name but a few”. 
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Research, according to Struwig and Stead (2004:40), consists of data collection, 
analysis of data and interpretation and presentation of data. Scanlon (2003:6) 
argues that for one to understand the details of data collection and data analysis, 
two broad categories that characterise the different research approaches must 
be understood: “quantitative and qualitative research paradigms” (Struwig & 
Stead, 2004:3). Bryman (1988:3), as quoted by Scanlon (2003:8) contends that 
“increasingly, the terms „quantitative research‟ and „qualitative research‟ came to 
signify much more than ways of gathering data; they came to denote divergent 
assumptions about the nature and purposes of research in the social sciences”.  
 
Scanlon (2003:8) observes that differences exist between quantitative and 
qualitative methods, but both approaches can support each other in a research 
investigation. McGuigan (2010) assert quantitative and qualitative researches are 
the two main schools of research; they are often used in tandem, the benefits 
and disadvantages of each are hotly debated. McGuigan (2010) further states 
that especially in the social sciences the advantages of both qualitative and 
quantitative researches are highly contested with intense views held on both 
sides of the debate.  
 
According to Babbie and Mouton (2003: 646), the following three features 
characterise quantitative paradigm:  
 
(1) An emphasis on the quantification of constructs. The quantitative 
researcher believes that the best or the only way of measuring the properties 
of phenomena … is through quantitative measurement, i.e. assigning 
numbers to the perceived qualities of things. (2) The emphasis placed on 
variables in describing and analyzing human behaviour. […] (3) The central 
role afforded to control for sources of error in the research process. The 
nature of control is either through experimental control (in experimental 
design) or through statistical controls (in multivariate analysers).    
 
The emphasis of the above quotation is on quantitative research or on what 
Blaukie (1993) and Neuman (1997) refer to as positivism/objectivism. Blaikie 
(1993) and Neuman (1997) suggest that there are three distinct approaches to 
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social science research: positivism (or objectivism), interpretive and critical, each 
of which is treated as a model or a paradigm for research. Wimmer and Dominick 
(2000:103) explain the distinction between a positive paradigm and an 
interpretivist paradigm. “The positive paradigm involves such concepts as 
quantification, hypotheses, and objective measures”. The aim of interpretivist 
paradigm, on the other hand, is “to understand how people in everyday natural 
settings create meaning and interpret the events of their world”.    
 
3.3.5 (a) Content analysis design 
According to Wimmer and Dominick (2000:135-136), “There are many definitions 
of content analysis”. It is defined by Walizer and Wienir (1978) as any systematic 
procedure designed to assess the content of recorded information. For 
Krippendorf (1980) content analysis is a research approach for making replicable 
and valid references from data to the context. Kerlinger‟ (1986) defines content 
analysis as a method of studying and analysing communication in a systematic, 
objective, and quantitative manner for the purpose of measuring variables.  
 
Wimmer and Dominick (2000:135-136) summarise the three attributes of 
Kerlinger‟s (1986) definition: “First, content analysis is systematic …Secondly, 
content analysis is objective; that is, the researcher‟s personal idiosyncrasies and 
biases should not enter into the findings…Third, content analysis is quantitative”. 
The fact that content analysis is quantitative means that the case-study on 
Buffalo City Municipality, which uses a qualitative research-design, cannot be 
described as a content analysis study. 
 
3.3.6 Qualitative research designs  
Creswell (1994:2) defines a qualitative study as an “inquiry process of 
understanding a social or human problem, based on building a complex, holistic 
picture, formed with words, reporting detailed views of informants, and conducted 
in a social setting”. Winberg (1997:41) further notes that qualitative research is 
more than a set of data gathering tools and it is very inductive. Babbie and 
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Mouton (2003:646) define a qualitative research paradigm as that “generic 
approach to social science according to which research takes the departure point 
as the insider perspective on social action.  
According to Babbie and Mouton (2003), qualitative researchers attempt always 
to study human action from the insiders‟ perspective (also referred to as the 
`emic‟ perspective. The goal of research is defined as describing and 
understanding (`Verstehen‟) rather than the explanation and prediction of human 
behaviour. The emphasis is on methods of observation and analysis that `stay 
close‟ to the research subject (Babbie and Mouton, 2003). This will include 
observational methods such as unstructured interviewing, participant 
observation, and the use of personal documents. In the analysis of qualitative 
data, the emphasis is on grounded theory and other more inductive and 
analytical strategies”. According to Babbie and Mouton (2003:53), “There are a 
number of other terms that are often used as” synonyms for qualitative research. 
These terms include “ethnography”, “field research” and “naturalistic research”.  
 
A qualitative paradigm, on the other hand, allows freedom and natural 
development of action and presentation since this is exactly what the researcher 
wants to capture. “We do not just look at the actions of human beings, such as 
their speech and writing, but we also try to find out how they represent their 
feelings and thoughts in these actions” (Henning et al., 2004:3). In their 
endorsement of the above assertion, Denzin and Lincoln (2008:14) state that:  
 
The word qualitative implies an emphasis on the qualities of entities and on 
processes and meanings that are not experimentally examined or measured 
(if measured at all) in terms of quantity, amount, intensity, or frequency. 
Qualitative researchers stress the socially constructed nature of reality, the 
intimate relationship between the researcher and what is studied, and the 
situational constraints that shape inquiry. They seek answers to questions 
that stress how social experience is created and given meaning. 
 
The comment by Denzin and Lincoln (2008) on what attributes differentiate 
qualitative research approach from quantitative research is further illuminated by 
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Bodgan and Biklen (1992), cited by Tuckman (1994:366), who have listed the 
following features of qualitative research:  
 
 The natural setting is the data sources and the researcher is the key data-
collection instrument. 
 It primarily seeks to describe and only secondary to analyse. 
 The concern is with process, that is, with what has transpired as much as 
with product or outcome 
 Its data are analysed inductively, as in putting together the parts of a 
puzzle; 
 It is essentially concerned with what things mean, that is, the why as well 
as the what. 
 
Similarly, Sherman and Webb (1995: 4) see qualitative research as interested in 
the motives and aims, not just the behaviours of the subjects. Greene, as quoted 
by Sherman and Webb (1995: 4), defines qualitative research as an effort to 
comprehend not only the methods of cultural arrangements, but also the way in 
which those arrangements are experienced by individuals. Shimahara (1988), as 
quoted by Sherman and Webb (1995: 5) posits that human behaviour is shaped 
in context and that events cannot be entirely understood adequately if separated 
from their contexts as in empirical research. The above view is further confirmed 
by Giarelli and Chambliss (1984), Lincoln and Guba (1985) as quoted by 
Sherman and Webb 1995: 5), who claim that, in general, inquiry, which normally 
is bounded and cannot be abstracted or approached, tends to focus on natural 
settings; hence, it is also called “naturalistic inquiry”.  
 
Furthermore, Sherman and Webb (1995) have warned that researchers should 
not allow things to be taken for granted and recommend that the subjects under 
study must speak for themselves. Sherman and Webb (1995) also observe that 
experience is to be taken and studied as a whole together with all the related 
features of experience. Lincoln and Guba (1985) contend that qualitative 
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research implies a direct concern with experience as it is “lived” or “felt” – a 
commentary that aptly sums up the views outlined above. The qualitative 
research investigation should, therefore, according to Sherman and Webb 
(1995:7), “transport the reader to the scene, convey pervasive qualities or 
characteristics of the phenomenon and evoke the feeling and nature of the 
educational experience”.  
 
Another feature of qualitative inquiry is judging or appraising.  In their explication 
of this qualitative feature, Sherman and Webb (1995:7) observe that: 
 
[J]udging is an appraisal of the qualitative situation, the relation of parts and 
whole, and an indication of the potentialities that can be sought from the 
actualities. Judging is a means of keeping the enquiry going and for keeping 
it pertinent to the problem and its solution. 
 
Sherman and Webb (1995) further assert that inquiry is set in motion when 
something is in doubt about interests or values. When there is no problem, the 
status quo will be maintained, but when a problem arises, there will be a need for 
a different response. 
 
Research suggests that it is risky for a researcher to conclude that one form of 
inquiry is better than the other, since methods of inquiry often complement one 
another in order to produce the “fine cooking” result Anderson (1990) referred to. 
Struwig and Stead (2004:11-16) confirm the view that other terms are used as 
synonyms for qualitative research when they observe that there are many forms 
of qualitative research approach. The major forms of qualitative research listed 
by Struwig and Stead (2004) and Wes Alvaro (2011) are: 
 “Ethnography – the study of human interaction and communities through 
direct participation and observation within the community. Rosnow and 
Rosenthal (1996:406) defines ethnography as “a field observation that 
documents the custom, habits, and actions of a group of people usually a 
culture”, 
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 Phenomenology – the study of the subjective experiences of others; it 
studies the world through the eyes of another person by discovering how 
they interpret their experiences, 
 Grounded theory – this is to develop theory based on the data collected; it 
looks at specific information and derives theories and reasons for the 
phenomena, and 
 Case Study – this form of qualitative approach gives an in-depth study of a 
specific individual or phenomena in its existing context”. 
 
Qualitative research seems to have earned its name from the fact that it is non-
numerical. Winberg (1997:41-43) characterises qualitative research as: (1) 
inductive – qualitative researchers form  their understandings during the research 
process; (2) holistic – qualitative researchers look at people in their contexts; (3) 
sensitive – qualitative researchers find difficulty taking themselves out of the 
study. It reflects on their subjectivity; (4) humanistic – qualitative researchers get 
to know research participants personally and experience what they go through 
daily; (5) and (6) validity is emphasised – qualitative researchers stay close to the 
real or empirical world. 
 
3.3.7 Research methods applicable to this study 
According to Maree (2007) the interpretivist paradigm has its roots in 
hermeneutics, the study of the theory and practice of interpretation.  Interpretivist 
studies generally attempt to understand phenomena through the meanings they 
assign to them. In addition to the above explanation, Maree (2007) contends that 
the interpretivist perspective is based on the following five assumptions that are 
discussed below. 
 
The first assumption, human life can only be understood from within, is based on 
the notion that human life cannot be observed from some external reality. The 
scholars who support this perspective rely on how people construct the social 
world around them, share meanings and relate to one another. 
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The second postulation Maree (2007) perceives social life is a distinctively 
human product. This assumption maintains that scholars believe that the best 
results of research may be obtained if people are studied in their social contexts, 
because each context is unique and the people have their unique ways of 
interpreting their social environment. 
 
Thirdly, it is assumed that the human mind is a purposive source or origin of 
meaning.  This assumption contends that when scholars study phenomena, they 
easily detect the meanings imparted by people to such phenomena and this 
assists them to discover how meanings were formed and imparted to the 
phenomena. Consequently, the scholars gain insights into the meanings 
imparted and arrive at full comprehension of the whole.  
 
The fourth assumption asserts that human behaviour is affected by knowledge of 
the social world. The interpretivists hold the view that there are multiple realities 
of social phenomena and these can differ across time and space. They maintain 
that social theory informs human understanding of issues, which, in turn, assists 
scholars in making research decisions and making sense of the world. 
 
And lastly, Maree‟s (2007) fifth assumption asserts that the social world does not 
“exist” independently of human knowledge. The very questions researchers ask 
are influenced by their limited knowledge of the world, their experiences and their 
exposure. The world, therefore, cannot be seen as an independent external 
entity that is not impacted by our knowledge and understanding (Maree 2007:60). 
 
On the basis of his five assumptions on social reality, Maree (2007) concludes 
that the ultimate aim of interpretivist paradigm is to offer a perspective of a 
situation and to analyse the situation under study to provide insights into the way 
in which a particular group of people make sense of its situation or the 
phenomena it encounters. 
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Babbie and Mouton (2003:643) define interpretivist paradigm as “The metatheory 
which – in opposition to positivism – is based on the assumption that human 
phenomena are fundamentally distinct from natural phenomena. Some of the 
critical differences refer to the inherent symbolic nature (meaning-creation) of 
human behaviour and the historicity of all human actions. These differences 
require methods that are very different from those used in the study of natural 
phenomena. In general it implies that one aims at interpreting (hence, 
“interpretivism”) or understanding human behaviour, rather than explaining or 
predicting it”. 
 
Guba and Lincoln‟s (1989:175) earlier reference to “constructivism” does suggest 
the role of constructivism in interpretivist qualitative research approach. 
Constructivism is defined as a theoretical framework founded on the premise that 
by reflecting upon our own individual and cultural experiences, we construct our 
own understanding of the world we live in (Brooks & Brooks, 1993:4). The 
definition of constructivist approach, like the interpretivist method, focuses on the 
importance of understanding and constructing meaning within cultural context. 
The current paradigm war between behaviourism and interpretivism/ 
constructivism can be traced to Giambattista Vico (1668-1744), “the first true 
constructivist” (Glassersfeld, 1984:17). The constructivism is based on the 
premise “that man – and man alone – is responsible for his thinking, his 
knowledge, and, therefore, also what he does” (Glassersfeld, 1984:17).   
 
The other research models used synonymously with interpretivist qualitative 
approach are phenomenological and hermeneutic research models. Babbie and 
Mouton (2003: 28) observe that “… phenomenological paradigm is based on a 
predominantly `mental‟ metaphor i.e. the centrality of human consciousness”.  
The major difference between phenomenology and positivism is resealed by 
Babbie and Mouton (2003: 645):  
 
 72 
A feature of phenomenology is its emphasis on the basic differences and 
dis-analogies between human subjects and natural phenomena. For Alfred 
Schutz, a key component of phenomenology, one major difference between 
the natural and social sciences is to be found in the fact that actors in the 
social world construct and utilize first-order concepts and self-
understandings to make sense of their life-worlds. This means the social 
scientist has to take these into accounts when constructing scientific 
accounts of social world.  
 
The last component of the interpretivist qualitative tradition outlined above is 
hermeneutics – “the science of text interpretation”.  According Babbie and Mouton 
(2003:30), “The hermeneutic  tradition of the German scholars Wilhelm Dilthey 
and Max Weber share with phenomenology an emphasis on the `subjective 
understanding or interpretation‟ (Verstehen) of human action”. The qualitative 
multiple-method approach, which focuses on the understanding of meaning and 
not on quantifiable observation, is reaffirmed as follow: “The historical-
hermeneutic sciences gain knowledge in a different methodological 
framework…Access to facts is provided by the understanding of meaning, not 
observation” (Habermas, 1972:309).   
 
3.3.7 (a) Case studies   
The title of the study – An evaluation of effective customer care management at 
Buffalo City Municipality: a case study – clearly indicates that evaluation and 
case study approaches are the major components of the appropriate research 
methodology for the study. Babbie and Mouton (2003:282) have identified “the 
general design principles in case study research” formulated by Yin (1994) and 
Stake (1995), which are applicable to other forms of qualitative research. They 
are: 
 “The role of conceptualization in case study research 
 The importance of contextual detail and in-depth description 
 Using multiple sources of data 
 Analytical strategies in case study research”. .  
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It is argued that like in all social science research studies, conceptualisation is 
important in case study research (Babbie & Mouton, 2003). Rosnow and 
Rosenthal (1996:37) assert that conceptual or theoretical definitions apportion 
the meanings of terms more abstractly or generally. The process of defining 
concepts – conceptualisation – is defined as “The cognitive process whereby 
fuzzy and imprecise notions (concepts) are made more specific and precise…” 
(Babbie and Mouton, 2003:641).  Babbie and Mouton (2003:282) further reiterate 
the fact that “the unit of analysis in case study is rarely isolated from and 
unaffected by the factors in the environment in which it is embedded”. 
 
An important research design issue that has been already stated and is 
reiterated here is using multiple sources of data in case study (Babbie & Mouton, 
2003). The rationale for using multiple sources of evidence, according to 
Cronbach and Meehl (1955) and Cook and Campbell (1979), is based on the 
notions of replication and convergence. The other research design problem deals 
with analytical strategies and operationalisation (Babbie & Mouton, 2003).  
 
“Operationalization”, according to Babbie and Mouton (2003:645), is the process 
of developing operational definitions”. Operational definition, however, is 
described as: “The concrete and specific definition of something in terms of the 
operations by which observations are categorized.  The operational definition of 
earning A in this course” might be “correctly answering at least 80 per cent of the 
final exam questions”. Rosnow and Rosenthal (1996:37) contend that operational 
definitions “identify terms on the basis of the empirical conditions or operations 
used to measure or to manipulate them”. It is reported that usually this is 
informed by initial data gathering. 
 
Research suggests that the nature of the research question/problem determines 
the research design. Noor (2008:1) confirms this postulation: “The choice of 
which method to employ is dependent upon the nature of the research problem”. 
The BCM study employs a single-case study design that evaluates the 
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effectiveness of customer care management at the Buffalo City Municipality in 
the Eastern Cape.  
 
Yin (2003:13), in his groundbreaking work entitled Case study research design 
and methods, describes case study research as “an empirical inquiry that 
investigates a contemporary phenomenon within its real-life context, especially 
when the boundaries between phenomenon and context are not clearly evident”. 
Babbie and Mouton (2003:640) define a case study research as “… an intensive 
investigation of a single unit. This unit can vary: from individual; people, families, 
communities, social groups, organizations and institutions, events and countries”.  
 
According to Barkley (2006:3), “case study research designs may be divided into 
four principal types … based on the number of cases in the research-design 
(single-case vs multiple case) and the number of units of analysis within each 
case (holistic vs embedded)”. These are “single-case design”, “multiple-case 
design”, “holistic-unit of analysis” and “embedded multiple units of analysis” 
(Barkley, 2006:16). Barkley (2006:3), further observes that “the number of units 
of analysis in a case be interpreted as the number programme offerings in a 
government agency or the number of product lines in a business”. Since the 
BCM customer care management study is centred on one unit of analysis, BCM 
customer care management, the study could be categorised as “single-case 
research design”. Similarly, the research design could be described as “holistic 
single-unit analysis”. 
 
According to Holetzky (2003:1):  
 
The study of a person, a small group, a single situation, or a specific "case," 
is called a case study. It involves extensive research, including documented 
evidence of a particular issue or situation -- symptoms, reactions, affects of 
certain stimuli, and the conclusion reached following the study. A case study 
may show a correlation between two factors, whether or not a causal 
relationship can also be proven. 
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Holetzky‟s (2003) illuminating definition of a case study is elaborated upon by 
other relevant studies.  
 
Stake (1995:xi) argues that “a case study is expected to catch the complexity of a 
single case”. Yin (1984, 1993, 2003 & 2009), however, has identified three 
specific types of case studies: exploratory, explanatory and descriptive. To these 
three, Stake (1995) has added three others. Tellis (1997:1) states and defines 
these: “Intrinsic – when the researcher has an interest in the case; Instrumental – 
when the case is used to understand more than what is obvious to the observer; 
Collective – when a group of cases is studied”. Kohn (1997:3) elaborates upon 
the three types of case studies categorised by Yin (1984, 1993, 2003 & 2009). 
According to Yin, “Researchers can use case study methodology for many 
purposes: 
 to explore new areas and issues where little theory is available or 
measurement is unclear; 
 to describe a process or the effects of an event or an intervention, 
especially when such events affect different parties;  and 
 to explain a complex phenomenon”. 
 
Shepard and Greene (2003) echo the views of Yin (1984, 1993, 2003 & 2009) 
and Kohn (1997). Shepard and Greene (2003:22) have stated that case studies 
could be descriptive or explanatory; where explanatory case study serves “to 
explore causation in order to find underlying principles”. Shuttleworth (2008) 
declares that the usefulness of case study lies in its ability to try to test theoretical 
models by using them in real world situations.  
 
Babbie and Mouton (2003: 281) have also identified six types of case study:  
 “Individual case study”…which, “….involves a detailed account of one 
person”;  
 “Community studies” [–] “studies of one or more communities”; 
 “Social group studies”; 
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 “Studies of organizations and institutions”;  
 “Studies of events, roles and relationships” and  
 “Studies of countries and nations” (Babbie & Mouton, 2003:281).   
 
Many scientific research studies have highlighted the fact that competent 
researchers might only be able to replicate the same result if their research 
designs are well crafted and conform to scientific rigour. Struwig and Stead 
(2004:6) observe that the replication of a study‟s result depends on how the 
research process is unmistakably stated. This research study employs an 
evaluative phenomenological methodology of single-case study. 
 
The use of case study as a research method has gained momentum over the 
years. Yin (2003:i) observes that case study is used in diverse topics such as: 
education, child and youth development, family studies, international affairs, 
technology development, and research on social problems. According to Yin 
(2003:i), case study approach is commonly used in conducting research in public 
policy, in business and public administration. In addition, Yin (2003:i) points out 
that in twentieth century, case study is used as an integral part of evaluation 
research.  
 
According to Imenda and Muyangwa (1996:130-136), a case study is an in-depth 
investigation into a specific and relatively small area of interest and can be carried 
out on one individual, a group, or an institution. Cohen, Manion and Morrison 
(2000:181) assert that “a case study provides a unique example of real people in 
real situations, enabling readers to understand ideas more clearly than simply 
presenting them with abstract theories and principles”. In support of the above 
argument, Cohen, et al. (2000) define a case study as a method which allows the 
individual of each case to come out as a persuasive voice.  
 
Gillham (2000:1) defines case study as a study “which investigates an individual 
(a family, a class) or group such as an institution (a town, a factory) to answer 
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specific research question”.  Struwig and Stead (2004:8) add that “it involves an 
intensive study of a relatively small number of situations or cases; the emphasis 
is on arriving at a complete description and understanding of the constructs being 
studied….”  The definitions reviewed above indicate that case study research is 
an in-depth examination or knowledge-intensive study or highly focused inquiry 
of a single case or multiple-case.    
   
According to Neale, Thapa and Boyce (2006:5-6), case study research “follows 
the same general process as is followed for other research: plan, collect data, 
analyse data, and disseminate findings”. In planning a case study research, 
Neale, Thapa and Boyce (2006) have listed the following essential steps for case 
study research design: 
 Identify stakeholders who will be involved, 
 Brainstorm a case study topic, considering types of cases and why they 
are unique or of interest, 
 Identify what information is needed and from whom,  
 Identify any documents needed for review, 
 List stakeholders to be interviewed or surveyed (national, facility, and 
beneficiary levels) and determine sample if necessary, and 
 Ensure research will follow international and national ethical research 
standards, including review by ethical research committees.  
 
Research has identified the strengths and weaknesses of case studies. Nisbet 
and Watts (1984), as quoted by Cohen, et al. (2000:184) identify several 
strengths of case study research: 
 The result is more easily understood by a wide audience (including non-
academics) as they are frequently written in everyday, non-professional 
language; 
 They are immediately intelligible; they speak for themselves; 
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 They catch unique features that may otherwise be lost in larger-scale 
data, These unique features might hold the key to understanding the 
situation; 
 They are strong on reality; 
 They provide insights into other similar situations and cases, thereby 
assisting interpretation of other similar cases; 
 A single researcher can undertake them without needing a full research 
team, and 
 They can embrace and build on unanticipated events and uncontrolled 
variables. 
 
The views of Nisbet and Watts (1984), as quoted by Cohen, et al., (2000) are 
further expanded by Neale, Thapa and Boyce (2006). According to the three 
scholars, the major advantage of case study is that it the following advantages: it 
provides an in-depth data; it is flexible, that is, it allows “one to present data 
collected from multiple methods (for example, surveys, interviews, document 
review, and observation) to provide the complete story” (Neale, Thapa & Boyce, 
2006:4).  The other advantages of case study research listed by Neale, Thapa 
and Boyce (2006:4) are: (1) it deals with specificity; (2) it focuses on small size of 
participants and (3) it generates data from single source or event, which could 
save time and money. Case study ensures a systematic way of understanding 
events, collecting data and analysing information (Hair et al., 2007:290).  What 
constitutes the weaknesses of the case study approach is the next objective of 
the study.  
 
Neale, Thapa and Boyce (2006) discuss the limitations and pitfalls of case study 
research. Firstly, the three scholars perceive the in-depth data attribute, which 
tends to make case studies rather lengthy, a weakness. It is argued that because 
case study provides an in-depth data about cases in narrative form, it may not 
sustain the interest of the reader if too long. However, the in-depth data feature is 
crucial for sustaining the interest of the reader with rich descriptive information. 
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Secondly, natural sciences research practitioners and advocates of positivism 
and behaviourism argue that case studies and other qualitative interpretivist 
approaches lack scientific rigour (Neale, Thapa & Boyce, 2006). Consequently, 
case study is viewed in the evaluation and field research studies as lacking rigour 
in comparison with surveys and other methods. It is argued that quantitative 
researchers perceive qualitative research particularly interpretivist approaches 
such as case studies as unscientific, arguing that case study researchers do not 
apply systematic approach and are biased in their findings.  
 
However, as already stated, studies (Smaling, 1989; Guba & Lincoln, 1989; 
Denzin, 1989; Babbie & Mouton, 2003; Neale, Thapa & Boyce, 2006) have 
reported that triangulated multiple-method data collection procedures have been 
created for achieving validity and reliability in qualitative interpretivist research 
studies. Easterby-Mark, Thorpe and Jackson (2008:332-333) observe that 
reliability is “the consistency of measurement in a composite variable formed by 
scores on a set of items; while validity is „the extent to which measures and 
research findings provide accurate representation of the things they are 
supposed to be describing”. 
  
The third weakness identified by advocates of objectivism and positivism 
concerns generalisation. Positivists hold that case studies cannot be generalised 
from one case to another (Shuttleworth, 2008; Easterby-Mark, Thorpe & 
Jackson, 2008:97). However, Collis and Hussey (2003:69) observe that with 
case studies, one will not be trying statistical generalisation but theoretical 
generalisation where the proposed theory applies to many settings. The reviewed 
data has suggested that objective of the interpretivist qualitative researcher is 
unravelling the understanding of meaning and quantifying observation. 
 
3.3.7 (b) Evaluation research 
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The three major paradigms in evaluation research are “the experimental, 
qualitative/naturalistic and participatory/empowerment approaches” (Babbie & 
Mouton, 2003:369). Wimmer and Dominick (2000:427) define evaluation research 
as “a small-scale environmental measuring program designed to measure an 
organization‟s social performance”. According to Babbie and Mouton (2003:356), 
“Potentially, one of the most taxing aspects of evaluation research is determining 
whether the programme under review succeeded or failed”.  
 
Research suggests that since the people responsible for the programme might 
have committed themselves in advance to a particular outcome that will be 
considered an indication of success, the researcher needs to compare these 
success criteria to his/her results in order to make conclusions. Babbie and 
Mouton (2003:356) advise that if this is the case, all the researcher needs to do is 
to ensure that the study is appropriately designed to “measure the specified 
outcome”.  
 
Research suggests that evaluation research is conducted for many different 
purposes.  Three of the most common purposes of these purposes have been 
identified by Babbie and Mouton (2003:369): (1) “judgement-oriented 
evaluation[s]”, (2) “improvement-oriented evaluations” and (3) “knowledge-
oriented evaluations”.  Babbie and Mouton (2003:369) have also identified four 
types of evaluation: (a) “the evaluation of need (needs assessment studies)”, (b) 
“the evaluation of process (programme monitoring/process evaluations)”, (c) “the 
evaluation of outcome (outcome and impact evaluations)” and (e) “the evaluation 
of efficiency (cost-benefit and cost-utility analyses)”. Outcome evaluations are 
defined by Babbie and Mouton (2003:645) as follow: 
 
Outcome or `product‟ evaluations aim at whether programmes have 
produced the effects or outcomes that they had `promised‟ to do. The key 
question that is being asked in an outcome evaluation is: Was the 
programme successful? Cost-benefit analyses and impact assessment 
studies are specific forms of outcome evaluations. 
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The literature reviewed in this chapter suggests that determining the effectiveness 
of BCM‟s customer care management delivery service demands evaluating and 
measuring the gap between BCM’s outcome characterised by its strategic goals 
and vision/core values. Babbie and Mouton (2003:369) comments on the 
evaluation of outcome and the logic that drives this type of evaluation provides a 
guideline for the study: 
 
The logic of outcome evaluation implies that two conditions be met: (i) that 
there has been a positive change over time; and (ii) that such change is in 
fact due to the intervention and not to extraneous factors.  
 
The above citation suggests that the study needs to determine whether BCM‟s 
customer care management delivery systems have failed or succeeded in 
achieving its strategic goals aimed at satisfying its customers and to find out the 
factors responsible for the failure or the success. 
  
3.3.7 (c) Research design used in this study 
Based upon the reviewed literature it was evident that most appropriate research 
design for the study was a triangulated empirical evaluation case-study blended 
with qualitative content analysis design. The evaluation research design 
component used by the study was a judgement-oriented and outcome evaluation 
approach. The non-positive interpretivist paradigm used by the study was further 
triangulated by constructivist, phenomenological and hermeneutic techniques.  
 
Tellis (1997:2) appears to endorse the researcher‟s decision to use a 
interpretivist qualitative paradigm when he observes that “Case study research is 
not sampling research; that is a fact asserted by all the major researchers in the 
field including Yin, Stake, Feagin and others”. The multiple data sources case 
study evaluation was aimed at determining whether the BCM‟s customer care 
management had successfully achieved the BCM‟s desired strategic goals or 
outcome mapped by the organisation. The evidence for determining the gap 
between the desired outcome and BCM‟s actual performance was provided by 
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interpreting the primary data provided by the unstructured interviews with BCM 
two senior management officers and the existing secondary data collected. 
 
3.4 Sampling   
The various ways or techniques used by researchers in collecting and analysing 
data are described research methodology (Collins & Hussey, 2003). This section 
focused on outlining the various methods employed in gathering data for this 
study. Both unstructured interview and interpretivist qualitative research data 
collection techniques were customised to fit the requirements of the case-study 
evaluation research problem/question.  
 
3.4.1 Sampling procedure 
This subsection deals with what sampling means and the type of sampling 
technique chosen for the study. According Fox and Bayat (2007: 54), “a sample 
is any subset of the elements of the population that is obtained (by some 
process) for the purpose of being studied”. The process by which elements are 
drawn from the population is known as sampling. The study used two main 
sources of data: primary and secondary existing textual data.  
 
The two major types of samples are probability and non-probability samples 
(Wimmer & Dominick, 2000; Babbie & Mouton, 2003). According to Wimmer and 
Dominick (2000:82): 
 
A probability sample is selected according to mathematical guidelines 
whereby each unit‟s choice for selection is known. A nonprobability 
sample does not follow the guidelines of mathematical probability. However, 
the most significant characteristic distinguishing the two types of samples is 
that probability sampling allows researchers to calculate the amount of 
sampling error present in research study; nonprobability sampling does not. 
 
Sampling is “a process of selecting people or things that have been selected as a 
source of data” (Charles, 1998:119). Vockell (1983:103) defines sampling as 
“strategies, which enable researchers to pick a subgroup from a large group and 
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then use that subgroup on a large basis for making judgements about the larger 
group”.  To Bless and Higson-Smith (1995:86), sampling is a process of selecting 
a “subset of the whole population which is actually investigated by the 
researcher. The characteristics of the subset will be generalized to the entire 
population”. 
 
Sample size and sampling are determined by five important procedures. These 
are: Random Sampling, Stratified Random sampling, Cluster sampling and 
Systematic or Purposive/Purposeful sampling and Snowball sampling.  
 
3.4.1(a) Snowball sampling 
Out of the five types of sampling techniques described above the study used 
Snowball sampling, which involved during the field research trip from the initial 
the purposeful sampling. Babbie and Mouton (2003:647) define Snowball sample 
as “A non-probability sampling method often employed in field research. Each 
person interviewed may be asked to suggest additional people for interviewing”.  
 
Babbie and Mouton‟s (2003) description of Snowball sampling evokes the pilot-
testing at BCM and the circumstances that warranted the rejection of purposive 
sampling strategy and the adoption of Snowball sampling. Snowball sampling is 
described as a non-probability sampling some scholars “consider to be a form of 
accidental sampling”. Babbie and Mouton‟s (2003) description of Snowball 
sample graphically reveals how the Snowball sample had evolved during the first 
attempt to interview BCM officers. The Snowball sample used was composed of 
two expert participants: the officer for international relations and the officer for 
supply chain. 
 
3.4.1(b) Pilot testing  
A pilot study is defined as “trial run of a study conducted on a small scale to 
determine whether the research design and methodology are relevant and 
effective” (Wimmer and Dominick, 2000:431). According Rosnow and Rosenthal 
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(1996:411), pilot testing is a trial run of an interview or a survey to check for 
mistakes. Rosnow and Rosenthal (1996:411) broadly define pilot testing as “the 
evaluation of some aspect of the research before the study is implemented”. 
Taylor, Sinha and Ghoshal (2006:84-85) point out that “pilot testing constitutes 
perhaps the least appreciated phase in the development of a structured interview 
but…a pilot run is essential”. The process of pilot testing enables a researcher to 
ensure that errors are minimised. Ross, Booker and Parkinson (2002:118) claim 
that “the pilot test provides the last check on the elicitation design before it is 
conducted”.  
 
The above served as a guide for the researcher to proceed. The intent and the 
objective were to familiarise himself with interview at that level, to assess the 
logistical demands of interview and lastly to minimise possible errors. Data 
collection is a tedious exercise and to ensure that the exercise was free from any 
problem, a pre-trial data collection exercise was ran to eliminate all problems that 
might have occurred during the actual data collection exercise.  Often, the pilot 
case study or studies are selected based on convenience, access geographical 
proximity (Remenyi, Williams, Money & Swartz, 1998:174). Pilot-testing was 
done with the Media Liaison Officer to check for consistency, the logistical 
demands and mistakes with the interview. Rosnow and Rosenthal (1996:411) 
recommend the pre-trial data collection procedure aimed at checking for 
consistency and mistakes with interviews.  
 
3.5 Data collection 
Data collection is an essential part of conducting research (O‟Leary, 2004:150-
155) and can be derived from a number of methods that include interviews, focus 
groups, surveys, telephone interviews, field-notes, taped social interaction or 
questionnaires (Heaton, 2004:37). Wimmer and Dominick (2000:126).have 
identified at least four sources of data that can be used in case studies: (1) 
“documents”, (2) “the interview”, (3) “observation/participation” and (4) “the 
physical artefact”. According to Wimmer and Dominick (2000:126), “[d]ocuments, 
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which represent a rich data source, may take the forms of letters, memos, 
minutes, agendas, historical records, brochures, pamphlets, posters, and so on”.. 
That there are many types of data sources in case studies is confirmed by 
Remenyi, et al. (1998). 
 
 
3.5.1 Document review 
The study employed both primary and secondary existing data techniques for 
gathering data. Unstructured/non-directive interview strategy focused on two 
BCM senior managers (the officer for international relations and the officer for 
supply chain) was used in collecting 31-page interview data. Secondary data 
strategies were used in collecting data from the following data sources: 
documents, journal articles, books, newspaper reports and material from the 
Internet. 
 
A document could be any written or printed information of an official value. This 
means that any writing or printing that proves to be to an official document. 
According to Remenyi, et al. (1998:175), “Documents are primarily used to 
corroborate and augment evidence from other sources”. Hair, et al. (2007:195) 
state that “content analysis obtains data by observing and analyzing the content 
or message of written text”.  
 
For the purposes of this study, documents considered were all written official 
information of value. Grady (1998:24) lists examples of document as journals, 
diaries, letters, student and teacher records, meeting minutes, newspapers, year 
books, graffiti, photographs, drawings and histories which may be printed, on 
microfilm, on audiotape or on videotape. Grady (1998) observes that document 
analysis is an important data-collection technique, which is sometimes called 
“artefacts”. According to Grady (1998), another important advantage of document 
analysis is its usefulness in understanding a situation and setting a context.  
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Furthermore, Grady (1998) points out the major advantage and disadvantage of 
document analysis research: namely, the major advantage of document analysis 
is its accuracy and its major disadvantages include inaccessibility of official 
documents. Document analysis research can be conducted without involving 
participants in the study. This implies that it is good where there is no access or 
restriction (Daymon & Holloway, 2002:228).  It is important to note the warning of 
Daymon and Holloway (2002) that documents should be cross-checked or 
triangulated for credibility.  
 
Multiple-source data collection approach or triangulation was employed in order 
to achieve a comprehensive perspective of the conceptual understanding of 
BCM‟s customer care and customer care management and to enhance the 
study‟s credibility and reliability. Hence, the following techniques were employed 
to collect data: namely, unstructured/non-directive interview and 
interpretivist/qualitative secondary data collection techniques.  
 
The use of two or more data collection methods – a “triangulation” research 
design – is used by researchers to reduce the amount of bias qualitative data is 
prone to (Remenyi, 1996). The aim of employing this multiple-method approach 
is to ensure that valid and reliable results are obtained.  
Documents required for the document analysis covered documents of BCM that 
reflected customer care and customer care management in terms of customer 
service, complaint management and call centre. Documents were also sourced 
from newspaper reports, the internet and BCM‟s vision, mission and values 
statements. Documents identified for review were tabled as theoretical and 
operational documents in table 3.2. 
 
Table 3.1 Theoretical and operational documents 
THEORETICAL DOCUMENT OPERATIONAL DOCUMENT 
Customer care management 
(2003) 
Case study on Buffalo City municipal budget (Qomfo 2005) 
Klopotek (2009) The Integrated Development Plan: Review Booklet 2009/2010            
Bee and Bee (1995)  BCM annual report for 2004/2005 
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Constitution of the Republic of 
South Africa 
BCM (2007) annual report for 2006/2007 
Municipal Finance Management 
Act, 2003 (Act No. 56 of 2003) 
BCM “Revitalisation Plan” Tsika (2003:23) 
(http://www.buffalocity.gov.za/municipality/revitalisation.doc 
Municipal System Act, 2000 (Act 
No. 32 of 2000) 
 Delivery (2006) 
Batho-Pele White Paper (1998) Umjindi Municipality Customer Care Policy by Treurnich (2008) 
Municipal Planning and 
Performance Management 
Regulations, R 796 of 24 August 
2000. 
BCM IDP (2002:111) 
 Benseler, A (2006) “Tackling silositis - the division disease: When we 
say 'customer care', what do we mean?” Local Government Bulletin 
Vol. 8 No. 2 May 2006 
 Africa, Z (2006) “Managing expectations while committing to 
improved service: Citizens Charters a way to improve customer care 
in municipalities” Local Government Bulletin Vol. 8 No. 3 July 2006 
 Nicol, M (2006) “When everything is political – a customer care 
model for local government” Local Government Bulletin Vol. 8 No. 4 
September 2006 
 Buffalo City Local Economic Development Strategy (2008:18) 
 Mapham, T. & Van Zyl, R. (2007) 
 Gourrah, S. Y. (2011) 
Source: Compiled by the researcher 
 
3.5.2 Accessing and managing documents 
 
Establishing the initial contact with BCM was not easy as the municipality was 
experiencing high senior staff turnover (including the City Manager and the 
Mayor). Prior to the commencement of this study in 2009, the researcher 
analysed the unusual sensationalism that characterised newspaper reporting by 
following some of the community dialogues on service delivery in Buffalo City 
organised by the Daily Dispatch and its partners. This initial reading of service 
delivery issues reported by the Daily Dispatch led to further reading about 
customer care at BCM on the internet, which furnished many of the documents 
needed to conduct this study. Collecting original official documents from both 
government and BCM turned out to be very difficult. Daymon and Holloway 
(2002) and Grady (1998) confirm this when they report that there are challenges 
of obtaining “official documents particularly from government departments”.  
 
Though it was not possible to obtain all the relevant documents from BCM, few 
the documents were received from the Media Liaison Officer. Unfortunately, 
some of the BCM documents could not be used because they could not be 
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referenced and the Media Liaison Officer was informed about the problem of 
referencing encountered. On 23 February 2009, the Media Liaison Officer 
forwarded another customer care document to the researcher by electronic mail 
but the document was not related to BCM customer care programme (see the 
correspondence in appendix E).  
 
Eleven excerpts were extracted from the operational documents which reflected 
the operational conceptual understanding and practice of BCM‟s customer care 
and customer care management.  
 
Furthermore, data extracts from the selected documents (see table 3.1 
theoretical and operational documents) were added to relevant information for 
analysis. These document data extracts were grouped into small segments. Each 
data segment reflected a specific concept and the findings were categorised into 
major-themes and sub-themes. The eleven excerpts are presented as followed: 
[in the analysis of the study]. 
 
3.5.3 Interviews 
According to Zhang (2006:1), interviews are tools widely used in measuring 
people‟s experiences and inner perceptions, attitudes and feelings of reality. 
Research studies (Kvale, 1996; Cohen, et al., 2000) have underpinned the fact 
that the interviewer‟s views about the topic are not important. What is of crucial 
importance, it is argued, is the interviewee or the respondent who is the source of 
the essential primary data.  
 
Kvale (1996:14) re-affirms the unique relationship between the 
researcher/interviewer and the interviewee when he perceives interviews as “… 
an interchange of views between two or more people on topic of mutual interest, 
sees the centrality of human interaction for knowledge production, and 
emphasises the social situatedness of research data”.  Research suggests that 
interview techniques provide ways for participants to get involved and talk about 
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their views (Kvale, 1996; Cohen, et al., 2000; Kajornboon, 2004, O‟Leary, 2004). 
It is further observed that the interviewees are able to discuss their perceptions 
and interpretations concerning a given situation and spontaneously express their 
points of view. 
 
Interviews are divided into three categories in accordance with the degree of 
structuring: (1) structured interview, (2) semi-structured interview and (3) 
unstructured interview (Fontana & Frey, 2005:695). Kajornboon (2004), on the 
other hand, identifies four types of interviews as methods of data collection: (a) 
structured interviews, (b) semi-structured interviews, (c) unstructured interviews 
and (d) non-directive interviews. 
 
Structured interview is defined as the interview, which has a set of predefined 
questions and the questions would be asked in the same order for all 
interviewees. Structured interviews are sometimes called standardized interviews 
(Corbetta, 2003; Fontana & Frey, 2005). According to Corbetta (2003:269), 
structured interviews are “…interviews in which all the respondents are asked the 
same questions with the same wording and in the same sequence”. Gray 
(2004:215) highlights the importance of submitting all interviewees to the same 
interviewing predefined conditions. The scholar observes that it would be ideal if 
questions could be read out in the same tone of voice so that the participants 
would not be influenced by the tone of the interviewer. A further element of 
rigidity of structured interviews is provided by Bryman (2001:107), who reports 
that the questions in structured interviews “are very usually …closed, closed 
ended, pre-coded, or fixed choice”. Structured interviews are used in quantitative 
research studies. 
 
Semi-structured interviews or non-standardized interviews are more frequently 
used in qualitative research studies. Semi-structured interviews do not require 
conducting pilot research to test specific hypothesis (David & Sutton, 2004). 
Corbetta‟s (2003:270) describes the attributes of semi-structured interviews: 
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The order in which the various topics are dealt with and the wording of the 
questions are left to the interviewer‟s direction. Within each topic, the 
interviewer is free to conduct the conversation as he thinks fit, to ask the 
questions he deems appropriate in the words he considers best, to give 
explanation and ask for clarification if the answer is not clear, to prompt the 
respondent to elucidate further if necessary, and to establish his own style of 
conversation.   
 
Gray (2004:217) observes that semi-structured interviews give the researcher 
opportunities to probe the interviewee for views and opinions. The researcher 
conducting semi-structured interviews is less restricted than a researcher 
conducting a structured interview in which “the interviewer does not have to 
adhere to a detailed interview guide” (Kajornboon, 2004:75). Patton (2002:343) 
advises the researcher who uses semi-structured interview to:  
 
[E]xplore, probe, and ask questions that will elucidate and illuminate that 
particular subject …to build a conversation within a particular subject area, 
to word questions spontaneously, and to establish a conversational style but 
with the focus on a particular subject that [has] been predetermined.   
 
To conclude, it is contended that semi-structured interview lies in between in 
terms of flexibility of the interview process (Fontana & Frey, 2005). The third type 
of interview to be discussed is unstructured interview.  Zhang (2006) observes 
that unstructured interview strategy was originally developed by anthropologists 
and sociologists as a method aimed at eliciting people‟s social realities. “In the 
literature, the term was used with informal conversational interview, in-depth 
interview, nonstandardized interview, and ethnographic interview in an 
interchangeable manner” (Zhang, 2006:1).  
 
3.5.3(a) Unstructured/non-directive interview 
Research suggests that there are many different definitions of the term 
unstructured interview. Kajornboon (2004) defines the unstructured interview as 
the type of interview that is non-directed and flexible. According to Minichiello, 
Aroni, Timewell and Alexander (1990), however, unstructured interviews are 
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interviews in which neither the question nor the answer categories are 
predetermined. It is pointed out that using unstructured interview to collect data 
relies on the interaction between the researcher and interviewee. The 
unstructured interview technique is described by Punch (1998) as a way to 
understand the complexity of human behaviour without imposing any 
predetermines categorisation that might negatively affect the field of enquiry. 
Patton (1990) perceives unstructured interviews as natural extensions of 
participant observations that rely on the spontaneous generation of questions 
from the natural flow of the interviewer-interviewee interaction.  
 
The major factor that motivates researchers to choose unstructured interview 
technique is conveyed by studies conducted by Denzin (1989) and Robertson 
and Boyle (1984:43-49). These theorists argue that the researchers‟ 
epistemology and research objectives determine their decision to use 
unstructured interview for data collection. It is observed that researchers who use 
unstructured interviews often believe in constructivist point of view of social 
reality and correspondingly use the interpretivist research paradigm. According to 
Denzin (1989:83) and Robertson and Boyle (1984), researchers that use 
unstructured interviews believe that they can successfully make sense of the 
interviewee‟s world if they approach it through the interviewee‟s perspective and 
on the interviewee‟s own terms.  
 
The fourth type of interview to consider is non-directive interviews. Kajornboon 
(2004) lists the following features of non-directive interviews: (1) there are no 
preset topics and questions; (2) questions are usually non-pre-planned; (3) the 
interviewer listens and does not take the lead; (4) the interviewer follows what the 
interviewee has to say; and (5) the interviewee leads the conversation.   
 
Gray‟s (2004) views further elucidate Kajornboon‟s (2004) five attributes of non-
directive interviews. According to Gray (2004), the interviewer has the aims of the 
research in mind and what issues the study intends to comer during the 
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interview; hence the interviewee is allowed to talk freely. The role of the 
interviewer is to check interviewee‟s unclear statements and to rephrase answers 
to check for accuracy and to ensure clear understanding. Corbetta (2003:275) 
observes that the origins of non-directive interviews could be traced to “dynamic 
psychology and psychotherapy”, whose objectives are aimed at helping patients 
to reveal their deep-seated and subconscious feelings. The study used a 
combination of unstructured and non-directive interview procedures to collect 
primary data from two senior officers from BCM. 
 
3.5.3(b) Managing the interview 
The initial idea was to have interviewed the head of Customer Care Department 
to establish the conceptual understanding of customer care/customer care 
management at BCM. As the head of a department, the incumbent is expected to 
be acculturated into the ethos of such position. However, through the media 
liaison officer (Ngwenya, May 2009. personal communication) it was established 
that the department was headed by a team of “experts” from a spectrum of 
diverse disciplines. Hence, the decision to interview the head of customer care 
department at BCM was abandoned.  
 
The prevailing administrative and political environments at BCM further 
compounded the data collection process. Some of BCM‟s directorship were 
either suspended or were employed on an acting basis. As stated earlier, the 
media liaison officer, therefore, recommended the officer for international 
elations, who was one of the experts that initiated customer care at BCM. The 
international relations officer also recommended the supply chain officer because 
the supply chain officer was in charge of the Batho-Pele principles programme at 
BCM. The interviews took place between the second week of May 2010 and first 
week of June 2010 (see the correspondence in appendix E). All the interviews 
were recorded. The interviewing process took about one and half hours. The 
recorded interviews were transcribed into 31 pages with approximately 40000 
characters and there was also an extensive informal non-recorded discussion 
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with the International Relations Officer about work ethics at BCM. Participants 
were thanked for allowing time and space for the interviews to take place.       
 
3.5.3(c) Transcription 
Transcript is a written account of tape-recorded speech or dictated speech. It is a 
conversion of data from one medium to another. According to Brunelli (2011) 
transcription is a “specific kind of data entry that means turning recorded speech 
into written form. This means listening to an audio or video recording and then 
typing it as a written transcript”. Firstly, recorded interviews were transcribed 
verbatim. Then, the transcribed interviews were coded into question and answer 
with the same number (for example: question one [Q1] and answer one [A1] for 
easier handling. However, the answers were prefixed with letters “D” and “BM”. 
The letter “D” represented response of the officer for international relations and 
“BM” for response of the supply chain officer.  
 
The underlying issues that influence the evaluation of the effectiveness of 
customer care management at BCM are: (1) BCM’s conceptual understanding 
and the practice of customer care and customer care management in relation to 
customer service (including personal and material services); (2) complaint 
management and call centre activities and (3) the vision, mission and values 
statements.  To execute the above, the interviews were centred on: 
 describing the practice of customer care and customer care management 
at BCM,  
 establishing components that constitute an integrated customer care 
management programme at BCM, 
 investigating and describing the conceptual understanding of customer 
care and customer care management at BCM, and 
 exploring and describing the role vision and values statements play in 
rendering successful customer care programme at local government level 
with BCM as the focal point.  
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3.6 Data analysis 
The types of research data (quantitative and qualitative) determine the data 
analysis techniques employed in analysing and interpreting the data collected for 
the research (Babbie & Mouton, 2003:78). Quantitative data refers to numeric 
facts and figures while qualitative data “refers to opinions” that tend to be very 
subjective (Remenyi, 1996:32). The research study used qualitative data analysis 
strategy, which Babbie and Mouton (2003:490) define “as all forms of analysis of 
data that was gathered using qualitative techniques regardless of the paradigm 
used to govern the research”.  
Data analysis is perceived as a process of inspecting, cleaning, transforming and 
modelling data with the goal of highlighting useful information, suggesting 
conclusions and supporting decision making. Jorgensen (1989:107) explains 
what the researcher does during a data analysis process: “the researcher sorts 
and shifts them, searching for types, classes, sequences, processes, patterns or 
wholes”.  Seidel (1998:3), who describes qualitative data analysis process as “a 
jigsaw puzzle” where the researcher start by sorting the pieces of the puzzle, 
observes that Jorgensen‟s (1989) definition of qualitative data analysis fits well 
with the jigsaw puzzle analogy.  
Jorgensen (1989:107) defines the qualitative data analysis process as follows: 
Analysis is a breaking up, separating, or disassembling of research 
materials into pieces, parts, elements, or units. With facts broken into 
manageable pieces, the researcher sorts and shifts them, searching for 
types, classes, sequences, processes, patterns or wholes. The aim of this 
process is to assemble or reconstruct the data in a meaningful or 
comprehensible fashion.  
For Charmaz (1983:112), whose research studies are informed by the “grounded 
theory” tradition, data analysis involves disassembling and reassembling, which 
occurs through the coding process: 
Codes serve to summarise, synthesize, and sort many observations made 
of the data…coding becomes the fundamental means of developing the 
 95 
analysis….Researchers use codes to pull together and categorize a series 
of otherwise discrete events, statements, and observations which thy 
identify in the data.  
Struwig and Stead (2004:150) appear to re-affirm the above observations on 
qualitative data analysis when they assert that raw data is often difficult to make 
sense of. It means that researchers need to assign meaning, which entails 
coding the data which then is analysed with the use of statistical or qualitative 
techniques or programmes.  
3.6.1 Content analysis 
According to Wimmer and Dominick (2000:135-136), “There are many definitions 
of content analysis”. It is defined by Walizer and Wienir (1978) as any systematic 
procedure designed to assess the content of recorded information. For 
Krippendorf (1980) content analysis is a research approach for making replicable 
and valid references from data to the context. Kerlinger‟ (1986) defines content 
analysis as a method of studying and analysing communication in a systematic, 
objective, and quantitative manner for the purpose of measuring variables. 
Wimmer and Dominick (2000:135-136) summarise the three attributes of 
Kerlinger‟s (1986) definition: “First, content analysis is systematic …Secondly, 
content analysis is objective; that is, the researcher‟s personal idiosyncrasies and 
biases should not enter into the findings…Third, content analysis is quantitative”. 
Do researchers use qualitative content analysis?  
 
In their article entitled “Qualitative analysis of content”, Zhang and Wildemuth 
(2009:222-319) observe that although content analysis tended to be used only 
quantitative studies, many current studies use qualitative content analysis, which 
addresses some of the weaknesses of the quantitative approach. Three 
definitions of qualitative content analysis by Hsieh and Shannon (2005), Mayring 
(2000) and Patton (2002) illuminate the focus of qualitative content analysis: 
namely, the integrated view of speech/texts and their specific contexts.  
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Firstly, Hsieh and Shannon (2005:1278) define qualitative content analysis as “a 
research method for the subjective interpretation of the content of text data 
through the systematic classification process of coding and identifying themes or 
patterns”. Secondly, Mayring (2000:2), on the other hand, defines qualitative 
content analysis as “an approach of empirical, methodological controlled analysis 
of texts within their context of communication, following content analytic rules and 
step by step methods, without rash quantification”. Thirdly, Patton (2002:453) 
describes qualitative content analysis as “any qualitative data reduction and 
sense-making effort that takes a volume of qualitative material and attempts to 
identify core consistencies and meanings”.  
  
Zhang and Wildemuth (2009) elucidate the insights highlighted by the above 
three definitions:  
 
Qualitative content analysis goes beyond merely by counting words or 
extracting objective content from texts to examine meanings, themes and 
patterns that may be manifest or latent in a particular text. It allows 
researchers to understand social reality in a subjective but scientific manner. 
 
.  
Although quantitative content analysis requires numbers that can be manipulated 
with various statistical methods and qualitative content analysis by contrast 
produces descriptions or typologies together with expressions from participants 
reflecting how they view their social world, the use of both quantitative and 
qualitative approaches produces the best content-analytic studies (Weber, 1990). 
 
The role played by inductive versus deductive reasoning in qualitative content 
analysis is the next focus of attention. Zhang and Wildemuth (2009) have pointed 
out that qualitative content analysis entails a process designed to condense raw 
data into categories or themes based on valid inference and interpretation. 
Researchers use inductive reasoning coupled with careful examination and 
constant comparison to distil themes and categories from the data. Patton (2002) 
observes that qualitative content analysis does not need to exclude deductive 
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reasoning associated with quantitative approach in order to present a 
constructivist view of social reality. The attributes of qualitative content analysis 
outlined above were applied in this study.  
 
3.6.2 Extracts from the document reviews and the interviews 
Extracts from the document reviews and the interviews were grouped into major-
themes and sub-themes representing (1) BCM‟s conceptual understanding of 
customer care, customer care management and its constituents effectiveness 
and integration; (2) practice of customer care and customer care management; 
(3)  the role vision and values statements play in rendering a successful 
customer care at BCM 
 
3.6.2(a) Extracts from the document reviews 
The excerpts from the documents were presented as follows in terms of major-
themes or sub-themes: 
  
Excerpt one: BCM (2005); Buffalo City IDP, 2002 
 
BCM‟s vision states “…people-centred place of opportunity where the basic 
needs of all are met in a safe, healthy and sustainable environment” (BCM, 
2005:i; Buffalo City IDP, 2002:111). Consummating its vision, BCM enlists its 
values to include: 
 integrity, purpose and responsibility to all stakeholders 
 transparency  
 quality and service excellence 
 developing of internal customer 
 prioritising  delivery of services, and 
 fulfilling the principles of ubuntu by being empathetic and tolerance to 
employees and customers (http://www.buffalocity.gov.za). 
 
Excerpt two: Qomfo (2005) 
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BCM‟s mandate, through its vision and its values, is to ensure the harmonisation 
of the components of customer care management to serve the people (Qomfo, 
2005:14-15). 
 
Excerpt three: Mabindla (2008) 
Since October 2007, BCM‟s call centre activities were aimed at drawing 
government nearer to the people with a range of services (Mabindla, 2008). 
 
Excerpt four: Delivery (2008) 
According to the Delivery (2008), “…Batho Pele has already been adopted as a 
service ethic by customer care staff. This serves as a grounding and foundation 
for a customer service strategy. Basic training of the Batho Pele principles has 
already been conducted”. This was a response to how Batho Pele principles are 
applied and how staff are familiarised it in BCM by the Acting Customer Care 
Manager at BCM. 
 
Excerpt five: Van der Waldt (2004:148); Delivery (2008).  
The Batho-Pele principles, (a directive of national government) was borne out of 
the national constitution and served as a policy guideline for customer care 
particularly in the local government (BCM included) in South Africa (Van der 
Waldt, 2004:148; Delivery, 2008).  
 
Excerpt six: Treurnich (2008) 
According to Treurnich (2008:2-3) the Municipal System Act 2000, clause 95 
chapter nine challenged South African government service institutions to 
“…establish a sound customer care management”. In doing so, BCM needs to 
show a conceptual understanding thereof to integrate its components.    
 
Excerpt seven: The White Paper on Local Government (1998) 
“Municipalities need to be responsive to the needs of both citizens and business 
as consumers and end-users of municipal services. Improved customer care 
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management and service provision are critical to building an environment 
conducive to economic and social development.” 
 
According to Benseler (2006:3) “the White Paper refers specifically to the Batho- 
Pele principles as guidelines for building a positive, inclusive and effective 
customer service”. 
 
Excerpt eight: Benseler (2006:2) 
“Usually when examining failure of local government to deliver services, lack of 
funds and lack of capacity, failure to spend allocated budgets and lagging repairs 
and maintenance are found to be the culprits for poor municipal performance and 
accumulating backlogs. However, a recent programme on Customer Relations 
Management (CRM) at Buffalo City revealed that problems are mostly due to the 
lack of internal communication, co-ordination and co-operation; i.e. the lack of 
internal customer care” (Benseler 2006:2). 
 
Excerpt nine: Africa (2006:8), Benseler (2006:3-4) and Nicol (2006:10-11). 
The following was also deduced to represent BCM‟s conceptual understanding of 
customer care/customer care management as the service charter was formulated 
with all departments including customer care department with facilitating training.  
The intent and object was to achieve “internal batho-pele” and “political CRM”.  
 
Excerpt ten: Mabindla (2008)  
The member of the Buffalo City Mayoral Committee for Constituency, Public 
Participation and Special Programmes, Andile Ntoni, thanked the provincial 
government for partnering with the municipality in its efforts to improve service 
delivery: 
“As the sphere of government that is closest to the people, Buffalo City 
acknowledges its obligation to be sensitive to the needs of the people on the 
ground, and we undertake to strengthen our intergovernmental linkages with the 
provincial administration.”  
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Ntoni said customer care was not only a government responsibility. Ntoni pointed 
out that customer care required the attention and acknowledgement of every 
sector, including the private sector. “We are all in this together. The failures and 
successes of one sector will undoubtedly have an impact on the activities of 
another.”  
It was important for staff at government Thusong centres to treat people with 
respect and offer good customer care service. “People have rights and whoever 
is tasked with servicing the people has to respect those rights. Perhaps, the most 
crucial right is the right to information,” Ntoni said. 
 
Excerpt eleven: Tsika (2003:23) noted that the municipality existed to serve its 
customers (the people of BCM), therefore, a thrust programme was developed to 
cover the following: 
 “Adopting new approaches to services, specifically related to providing 
appropriate and sustainable service packages and enhancing customer 
care”. 
 “Expanding the resource base, through efficient service delivery and 
support to economic development initiatives”. 
 “Operating more effectively, through consolidating the stabilisation of 
municipal structures, enhancing productive efficiencies in the performance 
of functions, and focussing municipal activities on core functions”. 
 “Working with partners at all levels, including community structures, 
SMME‟s, government agencies, public entities and businesses”.  
Out of this thrust programme, customer care at BCM was positioned to serve as 
a conscious policy which would affect all the working of BCM.  
 
3.6.2(b) Extracts from the interviews 
Borrowing from Burger‟s (2003:63) illustration of Richard (1994) and Creswell‟s 
(1998) flow of data analysis: 
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The raw data of the interviews conducted with the supply chain officer and the 
international relations officer were transcribed verbatim as indicated earlier and 
the findings were grouped into major-themes and sub-themes. 
 
The international relations officer was asked to explain BCM‟s conceptual 
understanding of customer care, customer care management and the 
components that constituted customer care management. In response, the officer 
stated that the emergence of customer care at BCM was the realisation of the 
need to synergise customer service, complaints and call centre. The officer 
stressed that customer care at BCM “goes beyond providing services”. The 
officer further provided details, arguing that BCM understood the imperative to 
act beyond the provision of service. It was stressed that there had to be to a 
mechanism to manage problems and respond to problems. This had a direct 
impact on an integrated customer care management and its conceptual 
understanding at BCM. The international relations officer agreed that the 
formulation of customer care/customer care management at BCM was taken 
from the Municipal System Act 2000 (DA2 &DA4).   
  
In responding to the same question dealt above by the international relations 
officer, the supply chain officer stated that Batho-Pele principles were adopted as 
an effective customer care service tool aimed at enhancing service delivery. The 
officer continued that Batho-Pele principles were a national directive designed as 
a vehicle to put citizens first (BMA1). However, the officer observed that no one 
expected the customer care service complaints to disappear as a result of the 
application of the Batho-Pele principles. BCM had then taken a position of 
addressing complaints with courtesy and dignity on individual basis. Further, the 
BCM officer added, BCM expected employees to “make a difference” (BMA4). 
The supply chain officer echoed the international relations officer that there was a 
system in place to manage complaints, so that resources could be distributed to 
problematic service areas at BCM (DA5; BMA7).  Concerning staff understanding 
of customer care, the International Relations Officer reported that an internal 
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survey was done to gauge staff‟s level of understanding of customer care in the 
municipality. It was established that the engineering and financial departments 
showed a lack of understanding of the customer care concept (DA8).    
 
In practice, the officer for international relations revealed that BCM saw customer 
service as something that involved all members of staff and not only those at the 
call centres (frontline: walk-in centres, payment halls etcetera)(DA5). 
Furthermore, the officer for international relations stated that BCM established a 
complaint mechanism through the call centre to handle complaints during the day 
and after-hours (DA5). 
 
Furthermore, both interviewees claimed that workshops/road-shows were 
organised to acculturate the ethos of customer care at BCM (DA17:BMA12). For 
the full transcripts of the interviews, see the appendix D. 
 
3.6.2(c) Correlating and augmenting the findings of documents and 
interviews 
The findings of both the interviews and the documents were correlated and 
augmented. A structural analytic framework was developed based on the findings 
of the interviews and the excerpts of the documents by exploring the conceptual 
understanding of customer care and customer care management. Also, the 
integration of the components of customer care management which showed the 
practice of customer care at BCM was explored. In doing so, the findings were 
analysed and contextualised. The structural analytic framework of the findings is 
shown below in table 3.2. 
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In Table 3.2 emerging major-themes and sub-themes were plotted against the 
conceptual understanding and integration. Various documents used and the 
interviews were compared with each other to find commonalities in meaning. It 
turned out that many of the excerpts of the documents and the interviews used 
did not comprehensively show any commonalities in meaning, rather, they show 
ambiguity in their meanings. For a different perspective, a model was developed 
based on the theoretical documents to demonstrate customer care at functional 
level and customer care management system at operational level within which it 
integrates. The model of effective customer care management at local 
government level is illustrated below. 
 
3.6.3 A model of effective customer care management at local government 
level 
 
Figure 3.1 Effective customer care management at local government level   
 
 
 
SOURCE: Researcher‟s own construction 
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This model (figure 3.1) shows how effective customer care management should 
operate in the public institutions. The first level contains customer care at a 
functional level. This level depicts in practicality the conceptual understanding of 
customer care in the public institutions. It serves as a conscious policy that binds 
every public service employee to put citizens‟ interests first (Bee & Bee, 1995:1-
2). It ranges from planning to execution of service and beyond. 
 
The next level deals with customer care management at an operational level, 
which is informed by the first level: culture of service excellence in putting 
citizens‟ interest first (Customer Care Management, 2003). At this level, customer 
care management system seeks an integrated coordination of customer service, 
complaint management and call centre activities to ensure a culture of service 
excellence throughout an organisation. This level requires optimisation or 
maximisation of all the three elements (Klopotek, 2009). Most importantly, the 
focus is on excellent customer service to turn complaint into compliments. There 
is feedback in-between to indicate if service delivery is effective. These come in a 
form of complaints or compliments. If feedback comes in a form of compliment 
then customer care management is at its optimal level, integrated and effective. 
However, if it comes in a form of complaints, then effective customer care 
management is lacking. For this to happen, it requires, interdependently, both 
personal and material services to be effective and efficient: namely effective 
customer service. In essence, if customer service is effective, it means less or no 
complaints. That is less call centre activities or better the issue of turning 
complaints into complements.  
 
In the public sector, customer care management at operational level is to ensure 
the maximisation of customer service, complaint management and call centre 
activities at integrated level to affect a culture of service excellence in 
organisation.   
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However, evidence gathered from the study in table 3.2 above indicated that 
BCM showed ambiguity in its conceptual understanding of customer care and 
customer care management and lack integration of customer service, complaint 
management and call centre activities. Furthermore, there was a discrepancy in 
theory and practice. The figure 3.2 below explains customer care management at 
BCM. 
 
 
 
 
3.6.4 A model of customer care management at BCM 
Figure 3.2 Customer care management at BCM 
 
SOURCE: Researcher‟s own construction 
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3.6.4(a) Level one: Customer care at functional level at BCM 
Figure 3.3 Customer care at functional level                                                                                                                                                                                                                    
 
 
In this figure BCM‟s customer care at a functional level in both conceptual 
understanding and practice showed ambiguity and no uniformity. The interviews 
and the excerpt from the revitalisation plan indicated differences in meaning and 
in practice. The Revitalisation Plan, Tsika (2003:23) submitted that customer 
care at BCM should be “focusing on the customers and their needs”, in essence, 
putting the customer first. The Supply Chain Officer claimed that BCM‟s 
conceptual understanding and practice of customer care were based on the 
Batho-Pele principles aimed at treating people (BCM‟s customers) with courtesy 
and dignity. Treating people with courtesy and dignity is not the same as 
“focusing on the customers and their needs – customer care practice that 
violates the Revitalisation Plan. However, the officer for International Relations 
revealed that BCM‟s conceptual understanding and practice of customer care 
were to have a mechanism to deal with complaints and to respond to complaints. 
Africa (2006), Benseler (2006) and Nicol (2006) in formulating BCM‟s service 
charter stressed the “internal Batho-Pele” and “political CRM” 
 
3.6.4(b) Level two: Customer relationship management at operational level 
at BCM 
Figure 3.4 customer relationship management at operational level at BCM 
 
 
 
CUSTOMER RELATIONSHIP 
MANAGEMENT 
(operational level at BCM) 
CUSTOMER CARE 
(Functional level at BCM) 
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At operational level, BCM focused on customer relationship management instead 
of customer care management, which is the next level after the functional level in 
this figure. Africa (2006), Benseler (2006) and Nicol (2006), in the development 
of a service charter at BCM, did not focus on constituting the components of 
customer care management. Rather the service charter was meant to achieve an 
“internal Batho-Pele” and “political CRM” (Benseler, 2006:2). The intent of BCM‟s 
service charter was contrary to the Municipal System Act 2000, clause 95, 
chapter nine, which challenged public institutions to adopt effective customer 
care management (Treurnich, 2008:2-3). Furthermore, the officer for International 
Relations appeared to have contradicted the fundamental objective of BCM‟s 
service charter. The officer revealed that BCM in the development of its service 
charter realised the need to synergise customer service, complaint management 
and call centre activities.  
 
3.6.4(c) Level three: customer care management at integrated level  
Figure 3.5 Integrated customer care management  
 
 
Although these components were not defined in the context of customer care 
management, BCM depends on them to run customer care. At this level, BCM 
focused on call centre activities – an interpretation confirmed by the interviewees‟ 
reference to “complaints are expected”. Mabindla (2008) stated that since 
October 2007 BCM call centre activities were aimed to draw government closer 
to the people with a range of services.  Qomfo (2005:14 -15) and Mabindla 
(2006a) confirmed that BCM‟s core customer care strategy was to have an all-
inclusive front office interface that ensures feedback on service delivery and 
community complaints on a daily basis. According to the Launch of the Project 
Consolidate Publications (2007) presented as a priority of a national intervention 
by the Ministry and Department of Provincial and Local Government, BCM‟s call 
CUSTOMER   
SERVICE 
CALL CENTRE 
ACTIVITIES 
COMPLAINT 
MANAGEMENT 
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centres were identified to be revamped to improve customers‟ comfort.  On an 
annual basis, BCM uses the mayoral imbizos campaigns and other participation 
mechanisms to promote and consolidate requests, presentations and needs in 
the form of complaints from communities to source and allocate resources (BCM 
Integrated Development Plan (BCMIDP), 2010:i). This demonstrated how BCM 
integrated complaint management with call centre activities and customer 
service. However, Mntengwana (2008) claimed BCM struggled to respond to 
complaints. Ambiguity reigned as the manager for Supply Chain contradicted the 
officer for International Relations that there had not been a policy guiding 
complaint at BCM. However, Mntengwana (2008) reported that BCM‟s customer 
care facilitator‟s work entailed handling customers‟ queries and complaints.  
 
BCM‟s response to queries and complaints were another challenge as data 
suggested that it takes over a week or so to respond to customers‟ complaints. 
This was not in line with the Municipal System Act (MSA) (No. 32 of 2000) 
section 6, which requires municipalities to “be responsive to the needs of the 
local community”. On the issue of service in general, BCM‟s position was to focus 
on “internal Batho-Pele” (the employee: personal service) to get services right 
(Africa, 2006; Benseler, 2006; Nicol, 2006).   
 
3.6.4(d) Level four: Effective customer service 
Figure 3.6: Effective customer service   
 
 
                                           No interdependence 
 
 
BCM relied on the Batho-Pele principles (which are personal service inclined) to 
optimise customer service (Africa, 2006; Benseler, 2006; Nicol, 2006). In fact 
BCM enmeshed customer service and personal service together as Batho-Pele 
principles. This was evident with the acting Customer Care Manager at BCM who 
 PERSONAL SERVICE MATERIAL SERVICE 
 109 
responded that “…Batho Pele has already been adopted as a service ethic by 
customer care staff. This serves as a grounding and foundation for a customer 
service strategy of which basic training of the Batho Pele principles has already 
been conducted” (Delivery, 2008:74).  According to the proposed model, BCM‟s 
position on customer service demonstrated that customer service had been not 
properly constituted to deliver efficient and effective services coupled with BCM‟s 
inability to respond to complaints timely. Beside this challenge, constituting 
effective customer service required both personal and material services to be 
interdependent on each other. However, Buffalo City Local Economic 
Development Strategy (BCLEDS) (2008:18), Gourrah (2011) and Mapham & Van 
Zyl (2007) reported that BCM‟s material service (infrastructure) had backlog. This 
suggested that BCM could not deliver effective customer service.    
 
3.6.5 Objectivity and validity in qualitative research  
A research study that lacks credibility is as good as hearsay. Credibility in 
qualitative research study is debatable. The intricacies of credibility in qualitative 
research studies require that qualitative researchers take a cautious approach to 
qualitative studies in the face of subjectivity. The “Münchhausen conception” 
(Smaling, 1989:307) and the notion of “trustworthiness” (Guba & Lincoln, 
1989:236) – the two approaches, which are…”not necessarily contradictory…to 
understanding the notions of objectivity and validity”, are analysed in this 
subsection. The paradigm debate has downgraded qualitative interpretive 
research paradigm because it veers away from the requirements of quantitative 
research designs. According to Babbie and Mouton (2003:274), uniformed 
supervisors tend to ask their students, who have chosen to use a non-sampling 
qualitative research paradigm “how they will generalize the results of [their 
studies] to the general population”.  The problem responsible for the paradigm 
war is elucidated by Babbie and Mouton (2003:274):  
 
While researchers within the qualitative paradigm understand that the aim of 
their study is to provide an understanding of the meaning which one or two 
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people attribute to a certain event and not to generalize, it may be hard to 
convince those outside the interpretive tradition of this fact.   
 
The two authors conclude that part of the problem stems from the fact that 
uninformed scholars are often never aware of the paradigmatic factors that 
determine methodological choices. “Some of the most important of these 
paradigmatic factors include objectivity, validity and reliability” (Babbie & Mouton, 
2003:274).         
 
During the 1980s, Smaling (1989) developed a concept of objectivity that is of 
great relevance to qualitative research. It is posited that it is possible to define 
objectivity at a higher level of abstraction, where paradigms are no longer the 
measurement of nature of objectivity (Smaling, 1989). According to Smaling 
(1989: 307), objectivity amounts to doing justice to the object of study. The best 
way to enhance objectivity is to make the data more valid and reliable. Smaling 
(1989) observes that to enhance validity and reliability in qualitative paradigm 
entails focusing on triangulation or multiple methods.  
   
The role of triangulation or multiple methods in maximising validity and reliability 
is further confirmed by Denzin (1989:236): “Triangulation, or the use of multiple 
methods, is a plan of action that will raise sociologists [and other social science 
researchers] above the personal biases that stem from single methodologies”   
Babbie and Mouton (2003:275) re-affirm the views of Smaling (1989) and Denzin 
(1989) as follow: “We can triangulate according to paradigms, methodologies, 
methods, researchers…Triangulation is generally considered to be one of the 
best ways to enhance validity and reliability in qualitative research”  
 
Another qualitative technique for enhancing validity and reliability and enriching 
the multiplicity of methods entails incorporating into the research design 
“constructivism” – a conceptual framework focused on the premise that human 
beings construct their own meanings and understanding of the world they live in 
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by reflecting upon their own individual and cultural experiences (Brooks & Brooks, 
1993). 
 
Guba and Lincoln (1989:175) convey their perception of constructivism below: 
 
[C]onstructivists are unwilling to assume that they know enough about the 
time/context frame a priori to know what questions to ask. That is, it is not 
possible pursue someone else‟s emic construction with a set of 
predetermined questions based solely on the enquirer‟s etic 
construction…Another way to say this is that , whereas positivists began an 
enquiry “knowing” (in principle) what they don‟t know, constructivists typically 
face prospect of not knowing what it is they don‟t know . .. But as the design 
proceeds, the constructivist seeks continually to refine and extend the design 
– to help it unfold.    
  
The reviewed literature on strategies aimed at enhancing validity and reliable in 
interpretive qualitative research suggests that quantitative and positivist 
qualitative research approaches are not the only way to achieve validity and 
reliability in scientific research studies. 
 
Struwig and Stead (2004:143-144) link credibility to validity, where validity is 
referred to “as trustworthiness or credibility”.  Mishler (1990:419), as quoted in 
Struwig and Stead (2004:143) defines validation as the “degree to which one can 
rely on the concepts, methods, and inferences of a study, or tradition of inquiry, 
as the basis for ones own theorising and empirical research”. Validation in 
qualitative research has “no guidelines for testing” (Struwig & Stead, 2004:143). 
However, Struwig and Stead (2004:144-145) give the following guidelines on 
issues relating to qualitative research validation. These guidelines are listed in 
the table 3.3 below: 
 
 Table 3.3 Qualitative research validation pointers and description  
 
Pointers Description 
Descriptive validity Seeks whether data provided is factually accurate and 
understandable, and not distorted 
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Interpretative validity Seeks whether participants‟ meaning or perspective 
are rightly reported 
Theoretical validity Seeks whether there is common ground between 
researcher and participants about concepts or theory 
used to refer to phenomena that have been 
delineated 
Triangulation Seeks to confirm or contradict the extent of an 
independent  measures 
Researcher effects Seeks the extent of biasness in reporting or 
interpreting of findings 
Generalisability or applicability Seeks the extent data can be generalised 
 
 
SOURCE: Struwig & Stead (2004:144-146) adapted from Mishler (1990:419); 
Maxwell (1992); Miles & Huberman (1994); Patton (1990); Winter (2000). 
 
The study was guided the views expressed on validity and reliability in qualitative 
research by the literature reviewed above. 
 
3.6.6 Ethics on research study 
Beside the above stated qualitative research validation guide, it was important to 
consider ethical issues on scientific research. According to Struwig and Stead 
(2004:66) “conducting research is an ethical enterprise”. Tulloch (1996:505) 
refers to ethics as “the science of morals in human conduct or a moral principles; 
rules of conduct”. Research ethics inform researchers of a set of moral guidelines 
as to how to conduct scientific research (Struwig & Stead, 2004:66). Marshall 
(1998) states that research ethics involve:  
 
The application of moral rules and professional codes of conduct to the 
collection, analysis, reporting, and publication of information about 
research subjects, in particular active acceptance of subjects' right to 
privacy, confidentiality, and informed consent. 
 
Resnik (2010) refers to ethics as “norms for conduct that distinguish between 
acceptable and unacceptable behaviour”. Scientific research ethics is based on 
mutual trust that research results reported by others are valid and the society 
trust research results as an honest reflection by researchers to delineate the 
world accurately and without bias (National Academy of Sciences, 2009).  
Trochim (2006a) warns that social researchers be mindful of: 
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 securing the actual permission and interests of all concerned 
 avoiding the misuse of information discovered and ensuring certain moral 
responsibility towards all concerned. 
 protecting the rights of people in the study and their privacy and 
sensitivity, and  
 keeping the anonymity and confidentiality of al involved. 
 
In the context of the current study, all the above guided the researcher. The 
study took a holistic examination of documents relating to BCM‟s understanding 
of customer care and customer care management in terms of customer service, 
complaint management and call centre activities.   
 
3.7 Conclusion 
This chapter dealt with the main tenets of the study in which the inquiry was 
conducted. Scientific research is about research process and research 
methodology and its associated paradigms. The format of the research as well as 
data gathering and analysis methods was tailored in accordance with the 
established scientific tradition and criteria. Furthermore, considerations were 
given to credibility and ethical issues. The next chapter discusses the findings of 
the inquiry. 
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CHAPTER FOUR 
RESEARCH FINDINGS 
 
4.1 Introduction  
To evaluate the effectiveness of customer care management at BCM was 
underpinned as the fundamental aim of the study in chapter one. To achieve this 
objective the secondary objectives that would ultimately lead to the realisation of 
the main aim were outlined. The emphasis was on determining how effective was 
customer service in terms of personal and material services, complaint 
management and call centre activities at BCM. In order to successfully realise 
these goals, the study further submitted the conceptual understanding and the 
practice of customer care and customer care management to critical scrutiny.  
The major preoccupation of this critical analysis is aimed at examining the 
coordination of customer service, complaint management and call centre 
activities with the purpose of checking if there was a discrepancy between theory 
and practice at BCM. This meant the investigating the gap between strategic 
goals and the desired outcomes entailed determining how components of 
customer care management were conceptually understood and practised to 
maximise or optimise an integrated customer care management at BCM.  
 
In chapter two efforts towards the achievement of the study‟s objectives 
necessitated amassing relevant literature to establish the conceptual 
understanding of customer care and customer care management and the 
coordination of customer service, complaint management and call centre 
activities. Furthermore, mention should be made of the fact that the literature 
review focused on both general theory and practice of customer care in both 
private and public sectors as well as at local and international levels.   
 
Chapter three addressed the scientific research approach required to evaluate 
the effectiveness of customer care management at BCM. To attain this aim the 
study orientated and explored what scientific research is about. Finally, an 
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evaluative case-study approach of qualitative research was employed to collect, 
analyse and interpret data in resolving the problem at hand.  
 
This chapter is concerned with presenting the findings of the study. To this end 
chapter four presents the gap between BCM‟s declared conceptual 
understanding of customer care and customer care management and what is 
actually practised at BCM. It involves how the components of customer care 
management have been effectively integrated to maximise effective customer 
care management at BCM.   
 
4.2 The conceptual understanding and practice of customer care and 
customer care management in the public sector  
Case study evidence is often presented through a narrative or story telling 
approach (Remenyi et al., 1998; Africa, 2006; Benseler, 2006; Nicol, 2006). 
Commenting on case-study as a narrative or story, Remenyi et al. (1998:184-
186) observe that as an evidence collection tactic, the result of a case study “is 
often written or told as a story”. Remenyi et al. (1998) recommend the best way 
to tell the story. According to Remenyi et al (1998), these are (1) to present the 
facts or evidence in an intelligible and engaging manner to the reader or listener 
and (2) to process the evidence and to structure it in a convincing way like a 
proposition. The listener should be offered an explanation of how the 
narrative/story is resolved just like the research process. 
 
This approach was adopted as it the most appropriate for the study, which 
focused and investigated customer care management at local government level.  
Just as Seidel (1998) likens qualitative data analysis process to a jigsaw puzzle 
analogy, a story can be contextually used to present a graphic image of the 
reality of the situation at grass root level. An anonymous story centred on the 
conceptual understanding and the practice of customer care/customer care 
management in the public sector including municipalities retold as a township 
joke in South Africa appeared relevant here. 
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The reader is told that an old woman, overburdened with HIV cases in her family 
decided to turn to the South African government for assistance. Like the majority 
of disadvantaged, the woman lived far away from any government offices. The 
nearest government office for assistance demanded thirty kilometres of walk 
through mountains and fifty rand transportation fare. This old woman having 
been encouraged by one enlightened person in her village about government‟s 
Batho-Pele principles campaign, borrowed money for this exercise. She went 
twice to this government office and came back empty-handed with the 
explanation that the officer in charge was on leave. The third attempt yielded the 
same result as the first two but the old woman was not going to take it any 
longer. Having realised her financial predicament, she decided to yell at the office 
asking where Batho-Pele was in the office (the old woman was referring to the 
Batho-Pele priniciples). A voice then came from the office that Batho-Pele was 
also on leave. 
  
This story illuminated and conveyed the moral of the study. It highlighted the 
important components of customer care management. Firstly, it demonstrated 
the struggle many South Africans face in accessing government service and for 
that matter, customer service, particularly at local government level. The 
treatment meted out to the old woman depicted the level of service received in 
the public sector (including BCM). Ultimately, customer care management is 
about the culture of service excellence in an organization (Customer Care 
Management, 2003). Articulating service excellence culture in an organisation, 
Bee and Bee (1995:1-2) clearly emphasise that the fundamental principles 
guiding customer care and its management are: 
 organisational commitment and customer centred organisation 
 staff awareness and committed vision of excellent customer care  
  staff training, and 
 A designed system and procedures to enhance customer care.     
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Secondly, the malfunctioning of call centres in the public sector reflected how the 
old woman registered her complaint. In the public sector, it is assumed that 
customer care is all about the call centre and the work of frontline staff. However, 
Palmer (1998:158-159) and Brown (1989:2) refute this assumption. Government 
institutions tend to forget that their existence is to provide excellent service and 
for that matter, everyone in the institution forms part of the broader customer 
care (Tsika, 2003). 
 
Thirdly, non-existence of a system to manage complaints properly in the public 
sector has led to public protest or service users resorting to using newspapers to 
register complaints. Above all, the story depicted a general lack of conceptual 
understanding of customer care/customer care management in the public sector 
or a discrepancy between theory and practice.   
 
This story illustrated three important elements of government services, namely: 
customer service, complaint management and call centre activities the 
embodiment of customer care management in the public sector. The lack of a 
conceptual understanding of customer care and the coordination of the 
components that constitute customer care management have resulted in 
government service users resorting to other means of getting attention usually 
through the newspapers and (or) public demonstrations. 
 
Many South Africans would share same sentiments. This is common in the public 
sector (Anti-Privitalization Forum, 2006; Hans, 2009:1). In rectifying these 
challenges, the South African government has come up with many policies and 
legislation that are supposed to assist government institutions to function well. 
The Batho-Pele principles count as one of the policies. The Batho-Pele principles 
in many municipalities including BCM serve as a policy guideline for customer 
care. It is envisaged that government institutions, with fundamental 
understanding of these policies and legislation, exercise their duties to the best of 
their abilities. A lack of a conceptual understanding of government policies and 
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legislation often led to poor policy implementation. The Batho-Pele principles 
encapsulated in customer care are no exception to this misapplication in the 
municipalities (including BCM). The proposed model of effective customer care 
management of the study in figure 3.2 revealed that the Batho-Pele principles 
were incomprehensive in the public sector.  
 
Evidence gathered in describing the practice of customer care in the public 
sector including BCM pointed out that the South African government‟s White 
Paper on Local Government (1998) section (b) specifically indicated the Batho 
Pele principles as a policy guideline for developing a sound and effective 
customer service through: (1) consultation, (2) service standards, (3) access, (4) 
courtesy, (5) information, (6) openness and transparency, (7) redress, and (8) 
value -for- money. 
 
The above principles do not only re-affirm government‟s efforts at creating the 
culture of service quality but also to support Treurnich‟s (2008:2-3) submission 
that the Municipal System Act of 2000, clause 95 chapter nine demands South 
African government service institutions to practise a sound customer care 
management. The policy legislations compelled South African government 
service institutions (including BCM) to develop mission/values/vision statements 
and a service charter, which are grounded on customer care that puts people 
first. The underlying preoccupation of the government customer care measures 
was to ensure that municipalities including BCM acquired the conceptual 
understanding of customer care management that was essential for the 
successful integration the components of customer care management.     
 
The Department of Social Services and Population Development (2009:1) 
explains the purpose of practising customer care in the public sector. The reason 
for its customer care plan was to ensure customer complaints or suggestions 
receive immediate, detailed and helpful response from customer care service 
providers. Whether existence of the Department of Social Services and 
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Population Development (2009) means an effective customer care management 
that addresses problems that plague the customer care services was discussed 
chapter two. Butler (2006) asserts that one important aspect of customer care is 
the minimisation of the occurrences that give rise to complaint. Although the 
customer care sector is dominated by complaints, how organisations respond to 
customer complaints determines failures and successes. The importance of 
effective handling of customer complaints is outlined by the Municipal System Act 
of 2000, which binds all municipalities in South Africa. What did the reviewed 
literature and primary data collected suggest about the understanding or 
meaning the municipalities assign to customer care and its management?      
 
The evidence from the study revealed that BCM practised customer care since 
the formulation of its „revitalization plan‟ (Qomfo 2005:7; Tsika, 2003). According 
to Qomfo (2005:7) the “revitalization plan” entailed: 
 efficiency (improving the organization) 
 customer care (focusing on the users and clients of municipal services) 
 service improvement (delivering services better) 
 financial management (getting the finances right) 
 sustainable city, and 
 city development strategy (promoting jobs and growth). 
The objective of the above plan meant that in practice BCM was supposed to put 
customers‟ interest first.           
 
The main purpose behind creating enabling environment for customer care 
management at the local government level was highlighted by Tsika (2003:23). 
The scholar observed that the Buffalo City Municipality was established to serve 
its customers. Hence, service quality guidelines were designed to cover the 
following: 
 “Adopting new approaches to services, specifically related to providing 
appropriate and sustainable service packages and enhancing customer 
care” 
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 “Expanding the resource base, through efficient service delivery and 
support to economic development initiatives” 
 “Operating more effectively, through consolidating the stabilisation of 
municipal structures, enhancing productive efficiencies in the performance 
of functions, and focussing municipal activities on core functions”, and 
 “Working with partners at all levels, including community structures, 
SMME‟s, government agencies, public entities and businesses”.  
Out of this programme, customer care at BCM was positioned to serve as a 
conscious policy which would affect all the departments of BCM.  
 
There were follow-ups to this strategic plan that led to the establishment of 
customer care service and customer care management. One of the follow-ups 
was the development of a service charter (Africa, 2006; Benseler, 2006; Nicol 
2006). Besides the service charter, an Integrated Development Plan (IDP) that 
promoted the annual planning and budgeting process was created to work in 
consultation with the BCM‟s communities. Tsika (2003) further hinted that various 
directorates in the municipality had created customer-interface mechanisms to 
deal with customers.  
 
The supply chain officer was of the view that BCM‟s conceptual understanding 
and practice of customer care were drawn from the Batho-Pele principles to treat 
people (BCM,s customers) with courtesy and dignity. Contrary to the supply 
chain officer‟s assertion of the Batho-Pele principles, Keirle (2002:157) observes 
that being courteous and respectful to customers is not enough to ensure a 
culture of service excellence.  
 
The officer for international relations also stated that BCM‟s conceptual 
understanding and practice of customer care were envisaged to have support 
mechanisms that dealt with complaints and responded to complaints. The 
importance of having mechanisms to handle customer complaints was  also 
underscored by Butler‟s (2006) submission that revealed that one crucial aspect 
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of customer care entailed minimisation of complaints. This was reinforced by 
Customer Care Management‟s (2003) reference to customer care management 
as “a culture of service excellence throughout an organisation”.  
 
Qomfo (2005) further revealed that BCM‟s customer care approach was to 
spread across the municipality‟s numerous call centres (one-stop-shops). 
According Qomfo (2005:14-15), this could be achieved  by “…allowing front office 
community interface and allowing ongoing feedback on service delivery and 
community complaints influencing organization activities on a daily basis”. 
However, Qomfo (2005) noted that BCM failed to implement this grand plan fully. 
Qomfo (2005) reported that only few areas of the municipality had these one-
stop-shops. Could this be one of causes of BCM‟s customer dissatisfaction and 
service delivery problems were reported in the newspapers?  
 
Mabindla (2006a) rehearsed Qomfo‟s (2005:15) complaint of BCM‟s failure to 
ensure that BCM‟s core customer care strategic objectives were achieved: 
namely satisfying the needs of the people it serves, handling and responding 
effectively to complaints and providing feedbacks on daily basis. However, the 
international relations officer revealed that customer care as a strategy at BCM 
was attached to return on investment that was envisaged to have a “ripple effect 
that is broader than just providing a service as such …” if it had worked well. This 
insider comment from the expert interviewee suggested that the implementation 
and customer care practice at BCM did not achieve the desired outcome of BCM 
programme designers and those who managed customer care service. 
 
Correlating and augmenting the international relations officer and supply chain 
manager‟s responses with extracts from the documents showed ambiguity with 
the conceptual understanding of customer care and the integration of the 
components of customer care management at BCM. The results suggested that 
there was a gap between declared strategic goals and the outcomes achieved 
through implementation of the customer care management. In other words, BCM 
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showed ambiguity in the all major-themes and sub-themes as the data revealed 
a clash between objectives and customer practice/actual implementation (see in 
table 3.2). 
 
4.3 The conceptual understanding of components that constitute an 
integrated customer care management programme at BCM 
In order to create a meaningful context for the structural analytic framework in 
table 3.2, a model (effective customer care management at local government 
level, figure 3.1) was developed by the researcher to explain the inner workings 
of customer care/customer care management at BCM. 
 
At functional level of customer care at BCM the documents and two expert 
interviews showed different understandings or ambiguity in meaning. The 
mismatch between declared organisational goals and actual was evident despite 
“the revitalisation plan” gave an elaborate guideline as to what was expected of 
customer care at BCM.   
 
At the operational level of customer care management at BCM, the service 
charter was defined in terms of customer relationship management, which 
contradicted not customer care management in meaning and understanding from 
marketing perspectives but also policy legislations and vision and strategic goals. 
. 
The evidence also displayed integration failure. Although the constituents of 
customer care management existed that could be used to facilitate an integrated 
customer care management as stipulated by legislation and institutional 
objectives BCM‟s customer care system lacked integration. Effective customer 
service revolved around only personal service enmeshed in the Batho-Pele 
principles. It was revealed that the Batho-Pele principles were not 
comprehensive as the principles were focussed only on personal service (The 
Delivery, 2008:74). 
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The conceptual understanding of the components that constitute customer care 
management ensures the facilitation of customer service, complaint management 
and call centre activities that optimise integrated customer care management 
(Klopotek, 2009). The two interviewees‟ responses to the question on the 
components of customer care management and their integration at BCM 
revealed that the interviewees‟ point of view on the relationship between 
customer care practice versus the conceptual understanding of customer care 
management and call centre versus complaint management. The two expert 
interviewees believed that only a thin line separate these components. Their 
responses suggested that they regarded the identifying the distinctions between 
these components and applying the concepts effectively were difficult. 
  
The International Relations Officer observed that BCM‟s conceptual undertaking 
of customer care management emanated from the Municipal System Act of 2000. 
The officer revealed that BCM saw the need to establish a mechanism to 
synergise customer service, call centre and complaint in the municipality. This 
realisation led to the development of BCM‟s service charter. However, BCM‟s 
service charter was meant to address customer relations management (Africa, 
2006; Benseler, 2006; Nicol, 2006) and not customer care management. This 
evidence was presented in figure 3.2 (Customer care management at BCM). The 
officer further revealed that BCM worked towards integrating the components of 
customer care management right from its inception. This interpretation was 
confirmed by the International Relations Officer: “the reason why we actually 
started It [customer care], we believed that there needed to be a mechanism to 
manage problems and also respond to problems as well”. This response 
suggested that the officer was aware of the importance of customer care 
management.  
 
The International Relations Officer‟s response cited above was totally contrary to 
evidence provided by Africa (2006), Benseler (2006) and Nicol (2006): that 
BCM‟s service charter was formulated around customer relationship 
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management to achieve only “internal Batho-Pele” and “political CRM” and not 
customer care management.  
 
Some of the sections of the Municipal System Act (MSA) (32 of 2000) refer to the 
promotion of community participation and the need to create and implement two-
way communication channels to respond to communities‟ queries and 
complaints. According to BCM Integrated Development Plan (2010:i), the 
Executive Mayor‟s foreword reveals that: 
 
[C]ommunities have expressed their needs and aspirations through the 
IDP hearings and review processes, the mayoral Izimbizo campaigns and 
other participation mechanisms. Buffalo City Municipality has meticulously 
noted and consolidated all such requests and presentations and has 
identified the necessary funds and sources of funding to enable us to meet 
the expectations of both government and the people. 
 
This statement raised some pertinent questions. Was it a political statement or 
BCM‟s practical approach to customer care and its management? The manager 
for Supply Chain responded to a question on how components of customer care 
management were integrated as follows:  
 
[A]round these three, that is customer service, complaint management and 
all that, we had then said from the Batho-Pele principles perspective with 
regards to our service, there would be complaints, we are expecting 
complaints, if there is no complaints then something is wrong. As much as if 
we don‟t address complaints on time and then accurately something is 
wrong but we then said let‟s have a system of [handling] this thing.  
 
However, this response by the Supply Chain Manager had many implications 
generated by whether BCM understood and practised customer care. This clash 
between desired outcomes and actual customer practice reinforced the ambiguity 
in table 3.2. 
Emanating from the White Paper on Local Government (1998) where 
municipalities were specifically tasked to be responsive to service users‟ needs, it 
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would have been ideal if BCM had focussed on the customer service in totality. 
That is focussing on both personal and material services. 
 
4.4 Customer service 
The officer for International Relations revealed that the prime concern of 
municipalities was service delivery. The officer stated that provision of services 
could be considered to be the only reason why municipalities exist. Services 
rendered by municipalities in South Africa range from high human involvement to 
low human involvement. That is from asphalt roads to zoo services. All these 
services are required to be rendered with a deep-sense of the conceptual 
understanding of the needs and aspirations of the people who are intended to 
receive them (Department of Public Service and Administration, 2009). It is 
important to place people at the centre of the organisational operations.  
 
In the public sector Batho-Pele principles were instituted to serve this purpose – 
promoting effective service delivery. According to The Department of Public 
Service and Administration (2009), the development of Batho-Pele principles 
were rooted in:  
 promoting and maintaining high standards of professional ethics 
 providing service impartially, fairly, equitably and without bias 
 responding to people‟s needs; the citizens are encouraged to participate in 
policy-making 
 utilizing resources efficiently and effectively, and 
 rendering an accountable, transparent and development-oriented public 
administration. 
The above principles suggest that municipal organisations are called upon to 
expedite their duties with a deep-sense of the conceptual understanding of the 
needs and aspirations of the people they serve. 
 
The responses from the two the interviewees on the issue of conceptual 
understanding of customer service confirmed their awareness of the importance 
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of complaint management in customer care service and customer care 
management. The two officers stated that they recognised the fact that 
complaints were expected. How did they prepare the employees to deal with 
customers‟ complaints? No mechanism was put in place to deal with the 
expected complaints. Instead, workshops and road shows were mounted 
throughout the municipality to inculcate the Batho-Pele principles. This revelation 
indirectly suggested that customer service at BCM was not effectively managed. 
The BCM customer care system entirely neglected material service that should 
interdependently combine with personal service to enhance customer service 
delivery. This was illustrated better in figure 3.6 (effective customer service). 
 
On the optimisation of customer service with the other components, the officer for 
International Relations explained that the setting up of call centres were in many 
ways  intended to deal with two customer care issues. These were resolving the 
expected customers‟ complaints and enhancing the BCM‟s ability to respond 
effectively to customer service problem areas so that the municipality could direct 
resources to the problem areas strategically. The strategic response of the two 
expert officers to customer care management contradicted the joint effort position 
adopted by Africa (2006), Benseler (2006) and Nicol (2006) in their attempt to 
develop effective customer service in BCM.    
 
The interview with the International Relations Officer admitted that BCM identified 
these components of customer care management and maximised them as a 
strategy to boost customer care in BCM. However, the efforts aimed at 
maximising customer care service delivery at BCM had no positive impact on the 
effectiveness of customer service. As a third tier of government where the 
government is in direct contact with people, municipalities are required to meet 
the basic service delivery requirement. BCM renders a wide range of complex 
services to citizens (http://www.buffalocity.gov.za). Services rendered include 
“personal” to “mass” or collective services. In most cases what sends people to 
the Customer Care Department is bad service in general. In order to determine 
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whether interviewees were aware of the individual municipal service users‟ 
perceptions on the service quality and the customers‟ desired needs, the 
conceptual understanding of customer service at BCM in terms of personal and 
material services was probed during the interview process. The International 
Relations Manager‟s account on personal service revealed that BCM was 
concern about this problem and that this concern was responsible for conducting 
workshops to instil customer care discipline in BCM employees. However, the 
officer suggested that workshops and road shows did not address the problem of 
lack of conceptual understanding of customer service at BCM. It was 
acknowledged by the officer that lack of conceptual understanding of customer 
service at BCM continued to impact negatively on the municipality. The Supply 
Chain Manger also stated that personal service was the face of the institution, 
which required employees to treat service users with dignity and courtesy: the 
cardinal core of the Batho-Pele principles. Furthermore, the Supply Chain officer 
repeated the International Relations Officer‟s view on complaint management. 
According to this interviewee, customer complaints were expected and BCM‟s 
strategy for handling them were workshops and road shows aimed at 
empowering the BCM employees through exposing them to Batho-Pele 
principles. The Supply Chain Manger stressed that citizens need to report to the 
authority about employees‟ behaviour and attitude so that disciplinary action 
could be taken against them. The International Relations Manager also observed 
that complaints are symptoms of what happen in an organisation. The officer 
revealed that a decision was taken to conduct investigation/survey into what 
constituted the problems through various points of contacts of BCM so that the 
municipality could direct resources into customer service problem areas. The 
customer satisfaction survey was conducted because BCM realised that there 
were institutional inefficiencies which needed to be re-structured and re-
orientated (BCM, 2010:5).  
 
According to BCM (2010:8-12), the budget for capital and infrastructural 
development (the core basis of material services) is over one billion rand. 
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However, BCM (like many municipalities) is accused of its inability to spend its 
budget. This inability to spend the budget had negatives consequences that 
undermined the proper functioning of material service (infrastructure and 
maintenance). Another problem revealed by the interviews was that the notions 
of personal and material services were somehow new to both interviewees 
despite the fact that personal and material services have always formed the 
basis upon which BCM renders its services. This discovery suggested a total lack 
of conceptual understanding of customer care at BCM. 
 
4.5 Complaint management 
The Supply Chain Manger revealed that although there had never been any 
policy guiding complaints at BCM efforts had always been made to resolve 
complaints at the municipality. The manager for International Relations explained 
some of the constraints that undermined effective complaint management. The 
interviewee revealed that due to the complex nature of municipal services it took 
time for the municipality to address complaints and resolve problems. The Supply 
Chain Manager reported that although there was no policy guiding complaint 
management, the municipality acknowledged only written complaints. This 
approach, according to the officer, was adopted by the municipality in order to 
assure the complainant that his\her complaint was receiving attention. It was 
revealed by the interviewee that BCM used this complaint handling strategy to 
minimise any negative effect the problem might have caused. This insight raised 
many questions than answers as to why the municipality was faced with 
consumer revolt. The officer revealed that BCM did not encourage complaints 
through telephone calls as it was deemed to be ineffective. The officer further 
explained that systems had been put in place recently to monitor complaints and 
their resolutions. However, according to Mntengwana (2008), BCM‟s customer 
care facilitator (among other things), lamented that BCM response to queries and 
complaints were another challenge. The facilitator added that sometimes it took 
over a week or so to respond to customers‟ complaints: an admission of 
inefficient complaint management which confirmed the International Relations 
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Manager‟s comment on BCM‟s responses to complaints. The responses of the 
two senior interviewees confirmed BCM‟s lack of effective complaint 
management. 
 
4.6 Call centre activities    
The International Relations Officer observed that customer service starts at the 
call centre, walk-in centres and payment point halls, which are all front-line 
services. The manager stressed that decision to establish call centre in BCM 
stemmed from the expectations that people would complain about poor services 
rendered and also to cater for after-hours service calls. The manager in response 
to the probing about the conceptual understanding of customer care and 
customer care management revealed that BCM designed and set up its customer 
care department to focus on call centre activities and complaint management.  
 
The Ministry and Department of Provincial and Local Government set up a 
programme as a priority of a national intervention for empowering municipalities 
(Launch of the Project Consolidate Publications, 2007). The International 
Relations Officer stated that it was envisaged that by exploiting the government 
interventionist customer care support created to improve customers‟ comfort and 
experience BCM‟s call centres were identified and revamped. The officer stated 
that the service delivery strategy was that customers‟ aims and needs for going 
to these call centres were to be attended to immediately rather than to be in a 
queue for hours. The available evidence suggested that this was how BCM 
understood and practised customer care. BCM uses annual mayoral imbizos and 
the IDP budget hearings as a platform for the call centre to receive inputs from 
stakeholders (Buffalo City Municipality, 2009b). Since October 2007, BCM‟s call 
centre activities were aimed at drawing the government nearer to the people 
through a range of services (Mabindla, 2008). 
 
The International Relations Manager revealed the strategic plan behind the 
establishment of BCM‟s customer care service and call centres. The 
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organisational strategic idea and objective behind the setting up the call centre 
was to utilise all the data that BCM gets out of the customer complaint system to 
improve and refine the customer care system to deliver quality service to all 
residents of Buffalo City Municipality. The officer stressed the fact that this 
information was expected to be used to constantly improve customer service and 
frontline service. Had this data been used it would have encapsulated the 
essence of an integrated customer care management programme. The failure to 
achieve its own stated outcome – using the data generated by complaint data 
collected by the call centres to enhance its customers care delivery services –
constituted customer care management inefficiency. That is BCM had not been 
able to uphold its own vision and values. Issues of poor service delivery raised in 
the newspapers confirmed the customer dissatisfaction with BCM‟s service 
delivery. 
 
The manager for International Relations further revealed that BCM‟s forty-five 
wards also functioned as committee support centres where community members 
could lodge complaints – an additional complaint mechanism that was designed 
to enhance the service delivery system.  
 
 It was also reported by the officer for International Relations that BCM in 
partnership with convenient shops and car garages around the municipality 
rendered after-hours services to citizens. The partnership with convenient shops 
and garages increased the number of service call centres. It could be argued that 
the findings so far outlined suggested that the managers of the BCM customer 
care programme had demonstrated that they understood the general concept 
and the practice of customer care and customer care management.  
 
4.7 The role vision and values statements play at BCM  
Since the enactment into law of the Municipal System Act 2000 South African 
municipalities including BCM have progressed from the idea of providing service 
to citizens to serving citizens. This has resulted in many municipalities including 
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BCM adopting vision, mission and values statements to guide their service 
delivery ethos. Both national and local government customer care strategic goals 
require all municipalities to be guided by their vision, mission and values 
statements in their efforts to achieve their stated objectives.   
 
Organisational vision, mission and values statements function side by side with 
the Batho-Pele principles in order to enhance service quality within 
municipalities. BCM‟s vision is committed to creating a “…people-centred place 
of opportunity where the basic needs of all are met in a safe, healthy and 
sustainable environment” (BCM 2005: i). BCM‟s vision and values are further 
complemented by the following core values: 
 acting with integrity, purpose and responsibility to all stakeholders 
 being transparent in all undertakings 
 satisfying customer needs through quality and service excellence 
 investing in the development of people, recognizing employees as an 
asset 
 striving to ensure quality and service excellence in the delivery of services, 
and 
 fulfilling the principles of ubuntu by showing empathy and tolerance to 
employees and customers (http://www.buffalocity.gov.za). 
BCM‟s mandate (through its vision and its values) is to coordinate the 
components of customer care management by focusing on the people it serves 
(Qomfo 2005:14-15). This fundamental strategic goal re-affirms the participation 
and priortisation in Buffalo City Integrated Development Programme and Budget 
Processes which is held annually.  
 
4.8 Conclusion 
This chapter dealt with the presentation and analyses of the study‟s findings. The 
findings included the conceptual understanding of customer care and customer 
care management at BCM. Furthermore, attention was given to describing and 
establishing the conceptual understanding of components that constitute 
 132 
customer care management in the public sector. The analysis explored a blend 
of narrative techniques and story-telling used as an analogy in unravelling the 
conflict between declared objectives and results of practical implementation of 
organisational programme. This was followed by a structural analytic framework 
from which a model was developed to illustrate the working of customer care 
management at operational level and subsequent integrated level.  
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CHAPTER FIVE 
DISCUSSION OF FINDINGS, CONCLUSION 
 AND RECOMMENDATIONS 
 
5.1 Introduction 
This chapter is preoccupied with discussions and the interpretation of the findings 
and the proposed model of effective customer care management. The 
interpretation of the empirical findings was framed within the suggested model of 
effective customer care management. BCM‟s conceptual understanding, 
integrated practice of customer care and customer care management at 
functional, operational and integrated levels were located and contextualised 
within the suggested model of effective customer care management. 
Recommendations are suggested to guide future research premised on the 
study‟s empirical findings, literature and the researcher‟s own experiences. It is 
hoped that customer care management is properly constituted in the public 
sector to ensure its effectiveness. If customer care management is successfully 
managed, complaints will become compliments.   
 
5.2 Discussion of the findings 
The empirical findings were presented with the understanding of:   
 describing the practice of customer care and customer care management in 
the public sector (BCM included) 
 establishing the conceptual understanding of components that constitute an 
integrated customer care management programme at BCM, 
 investigating and describing the conceptual understanding of customer care 
and customer care management at BCM, and 
 exploring and describing the role vision and values statements play in the 
provision of a successful customer care programme at local government level 
with BCM as the focal point.  
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A story structured around a sick-old woman was used as a hermeneutic key to 
illustrate the practice of customer care and customer care management at the 
local government level. The story explored the lack of conceptual understanding 
of customer care and lack of integration of components that constitute customer 
care management system. 
 
Subsequently, the emerging themes were pitted against conceptual 
understanding and integration in a structural analytic framework to find common 
grounds or divergent perspectives of customer care management at BCM. 
Consequently, a model of effective customer care management was developed 
and superimposed on BCM‟s conceptual understanding and practice of customer 
care at functional, at operational and at an integrated levels. The aim of the 
above analytical technique was to evaluate the effectiveness of customer care 
management at BCM. The next focus of attention was the presentation of the 
interpretation of the empirical findings in relation to the model. 
 
In relation to the model the study revealed two major findings in the inquiry: 
 Firstly, the conceptual understanding underpinning BCM‟s customer care 
and customer care management in terms of customer service, complaint 
management and call centre activities  were poor and 
 Secondly, the practice of integrated customer care management system 
was disjointed. In fact, BCM at operational level replaced customer care 
management with customer relationship management, which are two 
different concepts (see chapter one: Definition of selected concepts).  
 
According to Buffalo City Municipality (2005:4), there were difficulties in meeting 
BCM‟s constitutional obligations. Buffalo City Municipality acknowledged its 
short-comings and the need to improve its organizational efficiency to enhance 
the quality of service delivery and customer care. However, the evidence 
revealed BCM manager‟s lack of clarity on the conceptual understanding of 
customer care at a functional level. There was no uniformity on the customer 
 135 
care management model to implement. According to the “Revitalisation Plan”, 
customer care at BCM was supposed to have focused on the customers (the 
community of BCM) and their needs – a strategic goal which should have guided 
all BCM‟s operations. Translating the BCM‟s desired outcome/strategic goal into 
action meant that customer care should have gone beyond being treated with 
dignity and courtesy. Going beyond treating customers with dignity and courtesy 
and focusing on all customer needs would have amounted to the rejection of the 
principles of Batho-Pele as the tool to harmonised customer care management at 
local government level including BCM. It has been observed that although 
dignity, courtesy, politeness and being pleasant to customers are important, what 
are central to any managerial philosophy and are as fundamental as customer 
care are the needs of the customers.  
 
The findings suggested that the expert interview assertion that BCM‟s core 
customer care strategy was aimed at being closer to the people was not informed 
by the “Revitalition Plan”. The findings suggested that if the BCM‟s core customer 
care strategy were focused on the needs of the people and grounded upon the 
“Revitalition Plan” issues raised in the newspapers would not have surfaced. 
The conflict between stated objectives and outcomes produced in actual 
operations of customer care management and ambiguity in the understanding 
could also stem from: 
 lack of institutional leadership of customer care , and 
 the prevailing political environment as the study revealed.   
 
At the operational level, BCM showed ambiguity. BCM employed customer 
relationship management (CRM) instead of customer care management. 
Consequently, this level could not properly constitute an integrated system of 
customer service, complaint management and call centre activities to manage 
customer care. BCM‟s service charter developed from the “Revitalisation Plan” 
for this level was intended to achieve “internal Batho-Pele” and “political CRM” 
and to empower front-line staff. The evidence further suggested that the service 
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charter failed to interdependently constitute an effective customer service that 
combined both personal and material services. The above failure stemmed from 
the defective framework and incomprehensiveness of the Batho-Pele principles, 
which mainly focus on the personal service. The perpetual under-spending of 
BCM‟s budget for infrastructure and maintenance suggested that BCM had failed 
to interdependently constitute effective customer service. The overall outcome 
evaluation of BCM‟s operations of customer care management displayed lack 
conceptual clarity or ambiguity in relation to every element of the entire model. 
Complaint management and call centre activities were not effectively run. As a 
result of this operational inefficiency BCM was unable to respond quickly to 
customer complaints. 
  
5.3 Conclusion of the findings 
Customer care in the public sector including BCM, in many instances, is 
perceived as superficial or the work of front-line staff. Lack of conceptual 
understanding of customer care in the public sector has undermined the way it is 
practised and managed. The concept of customer has long been associated with 
the interest and priority of the private sector profitability. The best practice 
culture, however, suggests that employing effective and efficient programmes to 
satisfy customers is not only a fundamental business imperative but also the only 
way for both public and private organisations to survive. Furthermore, the 
success of customer care and its management in the public sector depends on 
how effectively it is managed. The South African public sector‟s practice of 
customer care and its management are overshadowed by the Batho-Pele 
principles which are not comprehensive. The application of Batho-Pele principles 
by the public sector has created an illusion of customer care efficiency within the 
public sector. The South African public sector believes being Batho-Pele 
principles compliant amounts to effective customer care management and 
service delivery. 
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The concluding remarks of the study are aimed at reviewing briefly what it set out 
to do and what it had so far achieved. The study reviewed steps taken 
throughout the research process and identified problem(s) encountered. The 
study presented and deliberated on the findings and related the findings to the 
greater world with recommendations as to what needed to be done in relation to 
customer care/customer care management in the local government (including 
BCM). The South African national government‟s immediate contact with the 
people is provided by the local government. This means that service excellence 
(the core value of customer care management) starts at the local government.  
 
Based upon the findings it could conclude that the study had achieved its 
secondary aims of investigating, describing and establishing the conceptual 
understanding and the practice of customer care/customer care management in 
order to evaluate the effectiveness of customer care management at BCM. 
Perhaps, it is important to reiterate that this study was not only conducted to 
evaluate the effectiveness of customer care management at BCM but also to 
make a theoretical generalisation of the result in terms of how customer care is 
practised in the public sector (particularly in the local government).  
 
The study emanated from numerous BCM service delivery complaints reported in 
the Daily Dispatch and its sister publication Go! & Express newspapers from 
2008 to 2009.  The customer dissatisfactions reported by newspaper reports 
provided the impetus that motivated the researcher to embark on evaluating the 
effectiveness of customer care management at BCM. 
 
The study managed to highlight the following components which constituted 
customer care management in the public sector (BCM case study):  
 customer service (personal and material services) 
 complaint management, and  
 call centre 
The study also investigated the questions on how effective:  
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 customer service was in  BCM in terms of personal and material services 
 complaint management was in BCM, and  
 call-centre activities were in BCM.  
 
5.4 Recommendations 
Owing to the incomprehensive nature of the Batho-Pele principles revealed by 
the study, it is recommended that a further study must be conducted to explore 
proper integration of personal service and material service in order to determine 
how this might impact on customer service at BCM. There is a need for service 
standards to be made visible across the municipality to ensure that municipal 
employees provide services that are efficient and effective. Furthermore, visible 
service standards would help educate communities about what is expected of the 
municipality and this might curtail community‟s unreasonable demands. It is 
further suggested that the municipality multi-tasks all its employees to draw the 
municipality‟s attention to problem areas such as deteriorating municipal 
infrastructure (roads, street-lights, pavements, sewerage, refuse damping). 
Exploiting the employees, who move around the municipality with traffic officers 
and meter-readers, as the ears and the eyes of the BCM will help the 
municipality to respond more effectively to customer complaints and problems. 
Another recommendation offered by the study is the need for the municipality to 
invest in technology in order to communicate promptly with the community. 
Communities should be encouraged to use all available mediums to lay 
complaints. Currently, BCM encourages only written form of complaint and the 
municipality should be more responsive to peoples‟ complaints.  
 
It is also recommended that management sees customer care as a conscious 
policy that binds every employee rather than limiting it to front-line staff.  
Customer care should also be incorporated into planning and execution of 
service. 
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To generalise theoretically, this study might be useful for many municipalities. 
However, as a recommendation, the same study should be conducted in two 
different municipalities: a municipality smaller than BCM and a municipality 
bigger than BCM for validation purposes. 
 
Change is on the horizon for BCM to assume a bigger role as a metropolitan. 
This will require a new approach to municipal business. Whatever the situation 
might be, the new change should empower the municipality to render services 
that are effective and efficient to the community. This requires committed staff to 
provide excellent customer care and to keep the needs of customers at the heart 
of municipal business practice.   
 
Finally, it is recommended that the municipality critically probes the root causes 
of customer discontent in order to prevent a reoccurrence of newspaper negative 
profiling of BCM. It is hoped that if these recommendations considered and 
appropriate measures are put in place, BCM might successfully brand itself as 
pro-active to customer care provider.   
 
5.5 Limitations of the study 
Pitney and Parker (2009:110) state that there is no perfect research. Therefore, 
one needs to acknowledge a study‟s limitations. With this in mind, it will be 
unscientific and unethical to ignore the challenges or shortcomings of this study.  
It study acknowledges that the initial contact with BCM was fraught challenges. 
The Buffalo City Municipality was going through political turbulence. Owing to the 
prevailing conditions the BCM officials were skeptical of any kind of investigation. 
It was difficult accessing information at BCM and referencing them. Although the 
media liaison officer stepped in to address some of data accessing constraints, 
this help did eliminate the major problems. Hence, the researcher resorted to the 
use of the internet to access information at BCM.  
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Upon listening to the tape recordings made of interviews it was realised that the 
interviewees had spoken too fast. This consequently required more time to 
transcribe the data. Editing and proofreading were the other challenges 
encountered by the researcher.  
 
5.6 Conclusion 
To sum up this chapter, the findings of the study in relation to both the research 
questions and existing knowledge were discussed. The focus was on how the 
study reflected and extended the current knowledge of customer care/customer 
care management and also how the study reinforced what is known about 
customer care in the public sector (BCM as a case study). 
 
In conclusion, the investigation into BCM‟s conceptual understanding of customer 
care/customer care management and its components of customer service, 
complaint management and call centre revealed that there was no common or 
uniformed understanding to necessitate effective customer care management at 
BCM.  
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Appendix A: Map 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Source: Buffalo City Municipality. Basemap [Online]. Available from: 
web.ndmc.gov.za/Maps/LM%20Maps/BaseMap/Buffalo%20City_%20%20A4_LS
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Appendix  B: Tables 
Table 3.1 Theoretical and operational documents 
THEORETICAL DOCUMENT OPERATIONAL DOCUMENT 
Customer care management 
(2003) 
Case study on Buffalo City municipal budget (Qomfo 2006) 
Klopotek (2009) The Integrated Development Plan: Review Booklet 2009/2010            
Bee and Bee (1995:1-2)  BCM annual report for 2004/2005 
Constitution of the Republic of 
South Africa 
BCM (2007) annual report for 2006/2007 
Municipal Finance Management 
Act, 2003 (Act No. 56 of 2003) 
BCM “Revitalisation Plan” Tsika (2003:23) 
(http://www.buffalocity.gov.za/municipality/revitalisation.doc 
Municipal System Act, 2000 (Act 
No. 32 of 2000) 
The Delivery (2006) 
Batho-Pele White Paper (1998) Umjindi Municipality Customer Care Policy Treurnich (2008) 
Municipal Planning and 
Performance Management 
Regulations, R 796 of 24 August 
2000. 
BCM IDP (2002:111) 
 Benseler, A (2006) “Tackling silositis - the division disease: When we 
say 'customer care', what do we mean?” Local Government Bulletin 
Vol. 8 No. 2 May 2006 
 Africa, Z (2006) “Managing expectations while committing to 
improved service: Citizens Charters a way to improve customer care 
in municipalities” Local Government Bulletin Vol. 8 No. 3 July 2006 
 Nicol, M (2006) “When everything is political – a customer care 
model for local government” Local Government Bulletin Vol. 8 No. 4 
September 2006 
 Buffalo City Local Economic Development Strategy (2008:18) 
 Mapham, T. & Van Zyl, R. (2007) 
 Gourrah, S. Y. (2011) 
Source: Compiled by the researcher 
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Table 3.2: The structural analytic framework of the findings 
 
 
Context 
 
Conceptual understanding 
 
 
 
 
Integration 
 
 
Customer care 
(At functional level) 
 
 
Ambiguity 
 
 
 
 
None 
 
 
 
 
 
Customer care 
management 
(At operational level) 
 
 
 
Ambiguity 
 
 
 
 
 
 
Ambiguity 
 
 
 
 
Customer 
service 
 
 
Personal 
service 
 
 
 
 
 
 
 
Ambiguity 
 
 
 
 
 
 
 
 
Ambiguity 
Material 
service 
 
Complaint management 
 
Ambiguity 
 
 
 
Ambiguity 
 
Call centre 
 
Ambiguity Ambiguity 
 
SOURCE: Researcher‟s own construction 
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Table 3.3 Qualitative research validation pointers and description  
 
Pointers Description 
Descriptive validity Seeks whether data provided is factually accurate and 
understandable, and not distorted 
Interpretative validity Seeks whether participants‟ meaning or perspective 
are rightly reported 
Theoretical validity Seeks whether there is common ground between 
researcher and participants about concepts or theory 
used to refer to phenomena that have been 
delineated 
Triangulation Seeks to confirm or contradict the extent of an 
independent  measures 
Researcher effects Seeks the extent of biasness in reporting or 
interpreting of findings 
Generalisability or applicability Seeks the extent data can be generalised 
 
 
SOURCE: Struwig & Stead (2004:144-146) adapted from Mishler (1990:419); 
Maxwell (1992); Miles & Huberman (1994); Patton (1990); Winter (2000). 
 
 
Appendix C: Figures 
 
Figure 3.1 Effective customer care management at local government level   
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SOURCE: Researcher‟s own construction 
 
Figure 3.2 Customer care management at BCM 
 
SOURCE: Researcher‟s own construction 
                                 
Figure 3.3 Customer care at functional level                                                                                                                                                                                                                    
 
 
 
Figure 3.4 customer relationship management at operational level at BCM 
 
 
 
 
 
 
CUSTOMER RELATIONSHIP 
MANAGEMENT 
(operational level at BCM) 
CUSTOMER CARE 
(Functional level at BCM) 
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Figure 3.5 Integrated customer care management  
 
 
 
 
Figure 3.6: Effective customer service   
 
 
                                           No interdependence 
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Appendix D: Transcripts of the Interviews 
 
Transcripts: Interviews between the researcher (R) and the officer for 
international relations (Darby (D)) and the officer for supply chain Bheki (BM). 
Question (Q) 
Answer (A) 
D 1: Interview between the researcher (R) and the officer for international 
relations (Darby (D)) 
 
Researcher (RQ1): I believe you were (you were) part of the initial (initial) people 
who actually developed the customer service charter, yeah ?  
 
Darby (DA1): Is correct.  
 
RQ2: Would you actually expand on the understanding of customer care at 
Buffalo City?  
 
DA2: Errm actually customer care is errm, it goes just beyond the providing a 
service. You mean that you need to erm support the services as well, for 
example if during the service and electricity, it goes errm you have to actually 
make sure that the services are efficient, timely and also that…… the channel 
that they could actually report those complaints and get action for that. So that 
the services actually become seamless, you know, it becomes part of the 
environment eerrmh with little hindrances to the system itself. So that was the 
reason why we actually started it, we believed that eerrm there needs to be a 
mechanism to manage problems and also respond to problems as well.DA2 
 
RQ3: So in all it was it was not only customer care but you incorporated it into the 
management (the management) of it as well.BQ3 
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DA3: Yeah, the reason being is that it is very strategic thing, if customer care 
works well, it‟s actually can bring lots of accolades for the organization and it 
means also that the service standard is quiet high. Errh so in reality we‟ve tried to 
test it like a business business case study anyway. Because the reason being is 
that customer care is actually attached to business returns (Return on 
investment). And that we saw it as an investment in the municipality‟s effort. So 
that we could actually errm I mean if you have a good customer care you can 
attract investments, it‟s got other ripple effect that is broader than just providing a 
service as such yeah.   
 
RQ4: Yeah, I believe also the Municipal System Act, clause 95, chapter nine, 
challenges South African service institutions to actually “establish a sound 
customer care management”. So that was…? 
 
DA4: That was the, it started off with that. Because in terms of the constitution 
people have the right to complain, you know, and if they have to complain, you 
have duty of mechanism in place for their complaints. But, beside that, you need 
a mechanism to action the complaints, you know within a period of time, so that 
why I spoke about responding and things like that because what you need to do 
is to put a timeframe for responses and things like that because how long does 
something take to repair or you know rectify before somebody can be really 
happy with the service itself yeah. 
 
RQ5: Beside that eerh were you able to identify these areas that I have already 
mentioned: customer service, complaint management and …? 
 
DA5: Err yes. I mean, first of all, the customer service doesn‟t only start with the 
responses after, it has to before as well. If the first time the customer interacts 
with you, when they visit your centres, your walk-in centres, your payment halls, 
being interaction with your staff from the phones and stuff like that, that is the first 
point of customer service that they should receive. Errm the after service is your 
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call centre errm I mean complaint mechanism that you have in place, for 
example, can people write to the municipality? can they pick-up the phone and 
report it to a department you know those sorts of mechanisms. Errm and that is 
why the call centre was borne out of that. Because we realised that we needed 
somebody to take the calls, during and after hours as well. Because sometimes 
you find that when you are on the frontline it is very difficult for you to take up a 
call, you need to have a backroom sort of support. So the customer errh … call 
centre was initiated because of that, so that we could actually errh know the 
number of people who were complaining, what were the problem areas errn and 
the where were the biggest complaint areas, for example, if there were too many 
electricity outages, what was the cause of it? Do you know what I mean? So it 
meant that the municipality can also channel the right resources towards the 
problems.  
 
RQ6: Towards the problems. 
 
DA6: Exactly, because that is where the biggest problems were. That was the 
idea behind the errm… it was a very very sort of strategic way of thinking about 
the organization err in terms of utilizing all the data that we get out of the 
customer complaint system and the actually making it better so that customer 
service could improve all the time and the frontline as well.DA6 
 
RQ7: But errr having considered the Buffalo City as a whole and and and errr it‟s 
rural and urban areas taking into consideration that many of them are 
unemployed… 
 
DA7: Yea, oh yes, eerr we had err I mean, lot of the people who are unemployed 
are either on the beneficial scheme of the municipality anyway. 
 
RQ8: That is it. But still need to complain. even if you are on the beneficial 
scheme. 
 176 
 
DA8: Oh yes, of course, even if you are on the beneficial scheme, you‟ve got the 
right to complain, if you are not happy with the service. But also there is rules to 
be followed as well, for example, eerr a customer care officer should know that 
somebody is allowed six kilolitres of water , you know for free, if you are indigent 
(subsidy earner). But you now remains as indigent (subsidy) to advice that you 
can go on being indigent, you know, that sort a thing and what was the criteria for 
it, so, that, those were sort of education and information that needs to take place 
with staff as well. Err what we found was it, is that the hardest people to 
understand customer service was engineers and people like that because they 
didn‟t understand how they related to the big customer care picture because they 
found that they were responsible for fixing things. But yet the response time and 
things like that impacted on customer service, so they needed to see that. So for 
that we had workshops and things like that with all across the municipality with 
everybody acting out rolls of being a customer and a client and what you expect, 
and eerrr we found that they were the ones who couldn‟t [  ] yeah they couldn‟t 
put themselves in the situation because for them it was fixing something you 
know. 
 
RQ9: Yeah, when you look at them also they have come actually from a 
production background. 
 
DA9: Exactly! So it is people-centred. 
 
RQ10: They look at the technical aspect of it away from the marketing aspect of 
it. 
 
DA10: Yeah. 
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RQ11: Yeah, but then also when it come to complaint eerr beside eerr your 
managing centres and all that phone calls and all that do you have a toll free 
number? 
 
DA11: Eerr no, errm the reason being that basically it is resources. Err you must 
understand that municipalities prime concern is service delivery. I mean that what 
politicians are here to actually… those are tangibles. The thing is customer care 
is a “soft issue”. Until the… but it has effect on hard core business. That is what 
people don‟t see it. errr It is just like communication, is a “soft issue”. We do it 
everyday, it is so natural to us, however, we don‟t really actually know it really 
make impact. 
 
RQ12: We always underestimate it. 
 
DA12: Exactly! We always…the thing is, because it‟s it becomes a soft issue, it is 
just taken for granted. And that is same thing with customer care. We found that 
errm a lot of the times, that eerrm when errm it is peoples‟ understanding of 
customer care as well. Errh I mean errh I mean the the I mean the public also „ve 
got responsibility to pay. Do you know what I mean.  
 
RQ13: that‟s it. 
 
DA13: if they were paying on time and things like that the municipality won‟t do 
something like cutting you off and handing you over and all those things. And 
there won‟t be a need for a complaint mechanism, do you know what I mean. 
[RQ: that‟s it.] But, because those things happen and we are human, we make 
mistakes like that. We are not in an idea world; we need those systems in place. 
You know, it makes things run smoothly and also to call people to order as well. 
But the toll free number was errm was one of the things the municipality couldn‟t 
actually foot the bill for, and I think it could have been too much, too many Errm 
and we also had an occasion that we tried to test out some sort of our system we 
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called toll free, and we found out that people abused the system during the test. 
People called in for nothing, errh especially emergency services, errh because 
sometimes the call centre takes emergency service if it is an accident or fire or 
something like that. The call comes through the call centre, then goes into 
emergency services. So what we found is we couldn‟t risk those things, at the 
risk of if somebody loses his life versus the telephone call that maybe a plank 
you know; so that was one of the reasons why we didn‟t go the route of toll free. 
 
RQ14: So would you say that all the complaints that you get from your customers  
are  documented that actually assist(assist) the municipality to pick problems 
daily so that …? 
 
DA14: Oh yeah! If I call my call centre now and ask where‟s the biggest problem 
areas, they‟ll tell you, I mean, we did a study as well, into the organization as to 
where were the biggest problem areas in the municipality, so, because you must 
understand complaints are symptoms of the organization. WHEN SOMEBODY 
COMPLAINS, it is symptoms of what is going on in the organization that they are 
complaining about in reality. Do you know what I mean? [RA: yeah.] So 
eerrrm….so what[what] we decided to do was do a study in the municipality in 
terms of saying errm who are the biggest phone calls and for what? And what we 
found is that finance department was the biggest amount of phone calls and we 
are not a service delivery, function. 
 
RQ15: No, but it is a supporting service…? 
 
DA15: Exactly! But the point is is that we expected the complaints to come from 
the service delivery side, because that is where our is as a municipality, so the 
question is why was the finance department because at least 60% of our queries 
were finance related. If thing like inaccurate bills, bills not sent timenuosly, being 
cut off, you know, it is all those things that affect your pocket, in reality. That is 
what the study actually brought out. And it meant that the finance department 
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need to refine it‟s errrm! It‟s actually left to how we dealt with people as well. 
Because they are the same, they are also like the engineering department. They 
worry about more about bringing in the money forgetting about the service that 
needs to be rendered and the support as such. 
 
RQ16: Errrm! I‟ve also opened up this area when I talk about eerrr services of the 
municipality, I look at the personal service and also the material service errrm 
how do you actually integrate to actually effect eerrrh a good service at the 
municipality?    
 
DA16: What do you mean by the personal verses ministral err finance ….? 
 
RQ17: The personal service and the material are, a typical example is like you‟ve 
got roads [DA: yeah.] yeah, the roads are the material service and then you‟ve 
got the supporting service, [DA: like the finance department and the other 
supporting…] No beside that the supporting comes from the traffic officers to 
monitor what actually goes on the road and all that. How do you actually 
integrate this so that you have a perfect service? 
 
DA17: Actually errm, they are very unlikely to you gonna  have a perfect 
service.[B: well I understand…] errh we are in government and is very unlikely. 
errh reason being is that you know when[when] you have humans in any 
function, you going to have problems, at some point on time. Errrm! But the thing 
is that is one of the reasons why I said we had a workshop of the entire 
municipality, every department, traffic services and things like that. And one of 
the things we actually spoke to the traffic services that one of the examples we 
used was it that errh probably giving fines to people from out of town who don‟t 
even know how our city or anything like that. That actually gives a bad perception 
of the city. Do you know what, I mean. If drank-driving is understandable but just 
giving a ticket because it is parked in a wrong place or even doesn‟t know where 
to go, you know what I mean, these are the things they need to think out of the 
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box for, but they take was you break the law you break the law. So it‟s, breaking 
the law verses probably over giving a good perception of the city which would 
you go for?DA17 
 
RQ18: well, I will go for giving a good perception about the city. 
 
DA18: Well, unfortunately with the traffic department they will go with upholding 
the law. You know we are government after all we can‟t break the law ourselves.  
 
RQ19: Well, that is debatable. [DA: Exactly!]  Because a typical situation is that a 
car is parked somewhere…. 
 
Da19: eerrh! from my perspective as a communication is a errh!  person and 
marketing[sitting in the frontline] I understand that part where I say no we 
shouldn‟t have given a ticket but when it comes to them, they actually do their 
job[upholding the law 
 
RQ20: Well actually, it has to end up in the court of law.  
 
DA20: This is what happens normally it ends up in the court of law because they 
actually even contest it[contest it]. It‟s just that, in that way they don‟t have a 
problem with. The job is for them to write the ticket, unfortunately you break the 
law, they write the ticket. That is their job period. That is the KPI for the day or 
KPI for month for the year. So now, it does might be KPI, is a different KPI and it 
doesn‟t tally with theirs because our functions are all different, I mean 
municipalities are very complex organization [B: no the way I understand that…] 
very very complex. [B: is a very complex but then..] is not like other government 
departments as well because other government departments stick to their core 
function while we are multi-functional in terms of what we do and each one 
impacts on the next. [B: that‟s it.] and the errrh in order to ensure, and we are 
governed by legislation and we are governed by being nice as well at the same 
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time, you know errh providing errh responses sort of attitude to the public. And 
the people out there think we do everything. I mean, somebody doesn‟t have a 
social grant, they‟ll come to the municipality. If somebody eeerrrmm what you call 
eerrrrm if the a bush that is actually near their house and maybe is not even in 
our jurisdiction but it is on their property, they expect the municipality to cut the 
bush. Do you know what I mean, so our our responsibility is sometimes is a fine 
line between what we do, we suppose to do and what we can‟t do as well. So 
those are the issues we deal with, I mean, for example we deal with schools, 
schools are part of our our service functions. 
 
RQ21:  no but they are your customers as well? 
 
DA21: they are your customers, guest what! They owe us, in fact, because it 
was, they actually eeerrrh they owe us water and light, do you understand, but 
they expect us to go and cut their grass as well and that what in their school 
which we don‟t do. 
 
RQ22: no I believe there are certain portions that municipality… 
 
DA22: oh!! Municipal land, yes, but they expect us to go into the school and do 
those things. And, in fact these are things we can‟t, these are not sort of fine line 
people don‟t know sometimes what the responsibility of local government is. And 
the eerrh those are things that actually makes it difficult for local government 
because they believe you…. They leave everything to everybody. 
 
Stop 
 
 
RQ23: Having realised this, is there any any…? 
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DA23: I mean we can facilitate, not that we ignore it, we don‟t ignore it when 
people raise those issues. For example, being part of the bigger government, our 
job is to actually take those matters forward by the people, I mean we can 
facilitate those things. But but more importantly, for us, what we did was we 
facilitated a communication material, so that people understood what our roll and 
function was, in their bigger in their frame of reference, you know. And how could 
eeerrm this is what we do. Eerrh but however if you need anything else we could 
be facilitated it to you to be, for example, if somebody wants agricultural matters 
we will refer you to the department of agriculture right department whatever, so 
we don‟t miss that opportunity to actually refer people to other and create those 
networks. Because it empowers the municipality as well, you know in terms of its 
networks within the broader government. Which is actually very good. 
 
RQ24: Also there is this area, I would like to seek a clear understanding, how 
how the municipality integrates errh customer service, complaint management 
and activities to actually ensure that they maximize customer care management? 
 
 
 
DA24: Errrh customer services obviously work(s) with your frontline, your phone, 
when you actually errh pick up the phone, and how you deal with people, and 
how you help them, and how you can channel them throughout the organization, 
so that they don‟t have to phone twenty phones. I mean, and also when you walk 
in to a counter you can report any complaint to any counter. You don‟t have to go 
to the call centre. The call centre is basically an emergency measure. When 
people can‟t get help during the day (eerrh after hours sorry). Errrrrm so you find 
the necessary… the call centre is a backup after hour service to bring in the 
standby electricians and things like that. Errrrh it could possibly be a metre 
reading, you know those times you can‟t in touch with the other departments, you 
suppose to call the call centre. Eeeerrrrm and so in(in in) reality all those systems 
rely on each other. They automatically integrate because there is a need for it, 
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automatically you know, for example, if there is a complaint that comes in, the 
call centre errrh will automatically errrm channel that to the right department for 
the department‟s actions. So if you see that…look! And we always have the 
department to come back to say this has been done or not done because, then 
we know how long the service took to complete. You know that, from the time the 
call came in for complaint, so the time for action until the time the person got 
feedback, what was the turnaround time in terms of that. 
 
RQ25: How responsive is that? 
 
DA25: Actually it depends on the complaint or the problem. For example, eerrrm 
the Finance Department errm problems could take quite a bit of time. The reason 
being is that it depends on various centres, I mean, remember they look at water 
bills, they look at electricity bills and things like that and a lot of time they also 
look at things like tampering of metres. Because, that means they‟ve got to 
investigate that before you give a response depending on the seriousness ok! 
Eerrh whilst a Sanitation Department thing can action within from one hour to 
maybe a day or two day depending on the nature of the problem. Eerrm that was 
one of things we said we need to come up with the municipality and that is when 
I mean, that is when I actually left the department so. We said we wanted to 
come up with a processes sort of a thing, for example, if something happens, 
how long does it take, what tools you need and all that, so that you can cost a 
service as well. You know out of the strategic (strategic) errm nature of customer 
care and how you can benefit as a whole as a municipality. So what we did was 
we conducted a customer satisfaction survey. We conducted about two or three 
surveys over every two years. Because you know you can‟t do it every two years 
because sometimes… 
 
RQ26: But that is what you said you will be doing every year? 
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DA26: Yeah, what we found was you can‟t do it every year because from one 
year to next, you found that is overlapping.  
 
RQ27: I could see that.] 
 
DA27: Overlapping (overlapping) years because it is June to June you know. So 
basically, you couldn‟t do that really, so you had to actually look at , ok fine, in 
this June, eeerrm what happened in this year. So what we did is, we said ok fine 
let us look at every two years because it is more relative to have every two and 
from the survey what we found was is that errm when you have problems like 
waste collection it came out in the survey people complain about those things. 
Eerrm when we we found that people were little eerrm what we call eerrm 
wanted information for example they wanted information on the municipality. 
They wanted to know what the municipality did. That is why the local government 
publication came out. You know, what is local government? and what is its roll? 
why we are category “B” municipality? why we sit under Amatola District? All the  
questions are there, they never would know about, you know and how long is our 
term, for example every every municipal councilor is a ty… got a five year term. 
People don‟t know those things you know, and the why they‟ve got five year 
term, who do you report to, to your ward councilor?DA26 
 
RQ28: Are people also using the councilors? 
 
DA28: Oh yes! As mechanism to complain? Yes what we have , we use them as 
mechanism ourselves, because what, we have a public participation unit, so 
when complaints come in they channel it to that department, that goes to the 
Customer Care Department   to channel to…you see why we do… we say is a 
Customer Care Department? The reason being is that it is eerrh the Department 
that actually eeerrrh centralizes all the information and that is where you get your 
data and what the problems are in the organization, so you can put right in the 
long term, you know because definitely you can get it right. 
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RQ29: So beside the councilors and …? 
 
DA29: You have the ward committees as well.  
 
RQ30: And the ward committees and the…? 
 
DA30: the frontline offices, we‟ve got we‟ve got committee support centres. 
 
RQ31: How many do you have? 
 
DA31: Which one? 
 
RQ32: the, those areas, the frontline services…? 
 
DA32: Oh all! In fact every single ward in eerrh ward has got a finance office 
where you can go and pay, and you can actually lay your complaint there. 
 
RQ33: Really! 
 
DA33: Forty-five wards yeah we‟ve got forty-five wards. The Finance Department 
has got paying places at in forty-five wards you can go and pay all over the city. I 
am not joking. 
 
RQ34: Really! 
 
DA34: Yeah. We‟ve got forty-five wards. 
 
RQ35: Are they aware … are people aware of these areas? 
 
DA35: It depends if you‟re paying customer or not. That is the thing. 
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RQ36: No I believe some are using places like Spar?  
 
DA36: You can, but that is your alternative method…  
 
RQ37: That is very convenient. 
 
DA37: Yeah, exactly! I think the method to go to Spar and errh Filling Stations 
and things like that for the convenience of the customer, so that, because 
remember we‟re not opened at twenty-four hours a day as well, so the 
convenience of paying at Spar or Pick and Pay or wherever else was an 
additional service to whatever we realised. 
B: Yeah, but it also helps the municipality because….[ D: Of collecting and 
having more staff…] 
 
RQ38: Municipality needs money to run its affairs and a day delayed…  
 
DA38: Mmmm agreed. 
 
RQ39: It affects the functions, so that one is a plus…  
 
DA39: Yeah! Its added service to whatever else we doing. That means 
remember we don‟t open after hours, most people when we buy electricity they 
go after hours, it is not during the day. 
 
RQ40: Usually that the case. 
 
DA40: Yeah I notice that whenever there is problems normally it‟s after hours but 
not during the day. 
RQ41: But I‟m not quite sure if people know about all these areas? 
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DA41:  Oh yeah! In fact in terms of the water and light bills it always has 
information like that stating that you can pay at this Pick and PAY Easy Pay 
whatever whatever. I get water and light bills and it says that. 
 
RQ42: But then also what is the illiteracy rate in the municipality in this 
municipality? 
 
DA42: But that is what you‟ve got ward councilors and ward committees, that is 
the other reasons why you‟ve got them in place. Is to take services closer to the 
people and discuss those issues. These are sort of issues ward committees are 
supposed to discuss with their community because they are public meeting. So 
people have got questions and you don‟t have anybody to answer who do you go 
to? as public and with illiterate, you go to your ward councilor. You know that is 
why government set those systems in place, that it is part of public participation. 
Did you know that? 
 
RQ43: Yeah  
 
DA43: Hahaha 
 
RQ44: I am actually reading into it 
 
DA44: Yeah that is reason why government set up public participation. Your ward 
councilor… 
 
RQ45: But then also… 
 
DA45: your ward councilor their roll and functions because you why eerrmm that 
actually helps with the literacy rate and things like that, but however, we utilize 
mediums like the radio errm I mean papers, I mean those are basic but could be 
better mechanisms to actually reach down to really drill down to people.  
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RQ46: Then also you have this eerr… [D: but you need to have resources.] you 
have this eerrr RDP eeerr is it IDP? 
 
DA46: IDP hearings? Yes IDP hearing. Yes we have them at least two to three 
times a year. We go out to the public and we have “imbizos” as well. Where we 
have to cnsult the public as to in terms of what are our plans are and eerrm how 
do…how they gonna benefit but also listen to what their problems are in terms of 
municipal services and things like that. Eeerrm and find that also that is a good 
mechanism to get feedback from the community itself,  that is part of the 
customer care thing anyway, in the broader sense you know eeerrm but also it is 
part of the public participation. 
 
RQ47: So would you actually comfirm that errrh it is actually helping the 
municipality? 
 
DA47: Oh yes, oh yes, it could actually, in fact if we invest more money in 
customer care we more likely to succeed as a municipality I think, really eerm the 
thing is it takes a lot of convincing, people don‟t know that eeerrrm it takes lot of 
convincing of people that eeerrrh you‟ve got to invest in customer care as a 
function of the organization and you‟ve got to take it seriously. It cannot be a 
“wuush-waash and blaasy”, it‟s because that where you actually make the 
impact. 
 
RQ48: And what the factors that are contributing tothis? 
 
DA48: What? 
 
RQ49: What are the factors…?  
 
DA49: To good customer care ?  
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RQ50: Yeah. 
 
DA50: I actually don‟t think you‟ve got excellent customer care. I think in all it can 
get to be very very good. Eeerrrh  I think right now we‟re possibly for the few 
municipalities testing testing the concept of customer care, eeerrrm , but the 
factors are, is that you‟ve got to have commitment from the political and the 
administration side. You‟ve got to see the importance, you‟ve got to communicate 
as much as possible as well, because that is what actually increases your 
interactions with your people. Your IDP hearings are all are very important 
platforms to listen to the public eerrm and the call centre as a backup and all that. 
But the biggest thing is that you must actually as an organization create less 
problems for the community or less…thing is that the people complain about. 
You must also make the public self-reliant as well eerrh for example eerrrmm 
they… may be something tripped and the thing is electricity problem, municipal 
problem, do you know what I mean, you‟ve got to teach people that you know 
what you don‟t have to call the municipality if you think… check these things out 
first before you call the municipality, why it is a waste of phone call for one, you 
know. So you try and… there is a lot  of things you do, you can actually help to 
reduce the consumption of electricity, so it is combine with education, information 
sharing, there is a whole lot of things eerrm in order to keep your customer care 
at an optimum level. You know so you can do a whole lot of things as such. 
 
RQ51: Ummm I think you have covered a lot now  
   
DA51: Ok cool! 
 
RQ52: Eerrrh! I‟m quite happy you were part of the initial setup and having 
spoken to you because now I‟m actually deducing from what you have said the 
understanding of actually setting up a customer care centre here and also the 
understanding of the customer care management, uum beside that, that has 
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been because my area now is that eerrh I‟m looking at effectiveness of customer 
care management at Buffalo City Municipality. 
 
DA52: Ok! 
 
RQ53: From what I‟ve actually heard from you…. I mean you‟ve mentioned 
everything in here. 
 
DA53: Oh ok! 
 
RQ54: But then the integration of of it is quite expansive. 
DA54: It very broad because we have five thousand employees… 
 
RQ55: That is it 
 
DA55: and errm you know with their five thousand employees each one has got a 
different idea of what the organization is all about, and how they service and they 
are of a “silo mentality”. You‟ve got to actually make everybody sees the same 
thing. See the same customer care throughtout. 
 
RQ56: You‟ve also got a mission/vision and values. 
 
DA56: Exactly!  
 
RQ57: How how… 
 
DA57: It actually entices them…the mission/vision and values actually aligns to 
what (our) we want to aspire to be actually in reality. The perfect organization you 
spoke about. I just said we can never be there but we can aspire to be that. 
Eerrrm it is important to understand what our roll and function. If we all 
understand what our roll and function within the municipality is, you will find that 
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each one supports the other automatically do you know what I mean, and 
customer care becomes seamless thing throughout the organization, but you‟ve 
got to have a vision and a goal of what you wanna achieve, really. That is the 
important thing, would that comes everything else that are supported. 
 
RQ58: eerrrm  is is customer service department selling this to the other 
workers? 
 
DA58: Arrh yes, because I mean errm we… that is why we started the Batho-
Pele campaign, you know that eerrm where the customer comes first and we‟ve 
got customer champions throughout the municipality, eerrrm people that actually 
promote customer care within the department, errm yet, but yet it can be still[ 
mainstreaman        ] , you know humans you always turn to forget, you‟ve got 
remind, constantly remind people.  
 
RQ59: But don‟t you think there is no standard forms here? 
 
DA59: Standard forms for? 
 
RQ60: For approaching your work because I believe if there is a standard form 
that people have to follow that actually…? 
 
DA60: Yeah, I know like a manual. 
 
RQ61: Eerrhuum! 
 
DA61: Yes, oh yes, there is a need for a manual, really. 
 
RQ62: but you don‟t have it? 
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DD62: No, uurrrm we developed a… we did a study in conjunction with our 
Swedish partners and the uuummm you know the scale of problems we have 
compare to them very different. 
 
RQ63: yeah because Swed Sweden is a [D: developed country, but] and beside 
that literacy is very high. 
 
DA63: very very high I mean uuurr the method of communicating with their 
municipality is very different as well, for example they have uuu, they use the 
internet and the e-mails and things like that and they do come in once in a while 
but their problems as well is minimal compare to what we are, I mean we dealing 
with more people for one.  
    
 
 
   
 
 
 
 
 
D 2: Interviews between the researcher (R) and the officer for supply chain Bheki 
(BM). 
 
 
An interview between the researcher and the officer supply chain management  
(Bheki Mthembu (BM)) 
 
RQ1: what is the understanding of customer care and customer care 
management at Buffalo City municipality? 
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Bheki Mthembu BM1: I am saying Batho-Pele is mainly was the way of 
enhancing service delivery through customer care and with ourselves with there 
eerrh effective customer services then we would then say Batho-Pele is alive, in 
that regard. As I said, it is a national directive not that was some part of my own 
initiative but having said that Batho-Pele was then as a vehicle to change things 
around, to change the culture of the organization, to have some sort of urrrh, 
people must identify themselves with the organization that was[my approach.] 
Customer care was one of the tools.  
 
RQ2: Yeah because also one would actually define customer care management 
as a culture of urrh customer service excellence throughout the organisation and 
for that matter they have identified this area urrh customer service, complaint 
management, call centre activities, customer classification and customer 
acquisition… 
 
BMA2:  Acquisition! You mean what type of acquisition. 
 
RQ3: Customer acquisition. 
 
BMA3: Yeah, not sure of the acquisition part. 
 
RQ4: Yeah what happens with the municipalities is that especially with customer 
acquisition and customer classification is not that important because it hasn‟t got 
that urrh competition, so everyone comes to you, so customer acquisition 
becomes out, falls out but then we concentrate on customer service, complaint 
management and call centre activities and the believe is that if it‟s well integrated 
I mean, it enhances customer service and how BCM has been moving around 
these three? 
 
BMA4: Around these three, that is customer service, complaint management and 
all that, we had then said from the Batho-Pele principles perspective with regards 
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to our customer errh I mean service, there would be complaints, we are 
expecting complaints, if there is no complaints then something is wrong. As much 
as if we don‟t address complaints on time and then accurately something is 
wrong but we then said let‟s have a system of [handling] this thing. We therefore, 
our people as the face of the institution must be able to know how to deal with 
every individual with dignity and you know courtesy, like if someone phoned here 
for something that I know I don‟t deal with it, we said, rather say to the person, 
ok, Benjamin is dealing with that, this is his number and I will also phone 
Benjamin to say Benjamin there is someone coming to you, to make it easier. Do 
you know in the past, errh we even made some pronunciations from my office 
here the days whereby people come to the public institution[to say let me work 
there and have time to at home….] now is business unusual, you know, we work 
together with communities to find solutions to service delivery . But how, we must 
first understand ourselves that you need to “make a difference”. In terms of the 
nine hours that I am here, there must be something I must know that I want to 
achieve and there must be something I must have achieved at the end of the 
day, otherwise, I can just urrh…you know [Ben: come and loaf around] come and 
loaf around, that is just history, so we said the only way to do that will be through 
people understanding the Batho-Pele, when we talk of consultation, it is not a 
nice fancy English word, you know, people need to live it, they need to consult in 
whatever they do, they‟ve got superiors, they need to account to, they need just 
to be accountable for whatever actions that happen. Hence, I then said, we will 
look at reshaping the organization, the organizational culture into purpose-driven 
organization rather than just as strategically thinking, so that is how(how) [we 
look at]. The complaints, we said, we‟re not going to just have a book there 
where people must come and write so the public must see that oh! Is it Buffalo 
City is doing something, they must be like… they must be addressed, the person 
responsible, supervisors, they must also attend to that book and deal with the 
complaints accordingly and provide feedback. That was our approach.A4 
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RQ5: But then while the complaint is being addressed, is there any 
communication between the complainant and the … 
  
BMA5:  That is where we also designed, I also specifically, myself  came with 
that to the municipal  manager, every complaint that comes in writing, we will 
write back to acknowledge it first, to start with, to the complainant we just 
acknowledge that Benjamin, we acknowledged receipt  of your letter dated 
blablabla talking about this, is being dealt with as a priority, if it‟s a priority. Most 
of them are priorities anyway and then what we do, we then follow it up, shape it 
up within the institution now what is happening here, why there is no house there, 
and once we‟ve all the information we respond to Benjamin saying [this time]  this 
is what transpired from your query, but having received (ANNALS …) so you say 
relax Ben ok no it was received and it has been dealt with and we even put 
contact details of the person that is directly responsible for that because if you 
know  you‟ve  got query you know so you see that is  taking longer than it is 
expected then you can phone the municipality and ask, then they will tell you, 
they track it, they file, they everything, it is just a punch of a button to say to this 
person there was this query, they will check on the date and your reference 
number and … 
 
RQ6: And where(where) are the complaints going to ? 
 
BMA6: Urrh most cases the public complain via the municipal manager, they 
write to the municipal manager. 
 
Ben: Beside the municipal manager what else are available, because I believe 
we‟ve got your councilors who are more closer to people, we‟ve got your phone 
lines and internet as well? Q7   
 
BMA7: Yeah, but internet you can‟t lodge a complaint there, you can‟t lodge a 
complaint also on the phone, it is not effective, because it gonna be your word 
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against mine and if tomorrow when I say I never received that complaint and you 
say you have phoned there, the phone is not really, we don‟t motivate that… 
 
RQ8: But you said you‟ve got a tracking number? 
 
BMA8: No no! I am saying a complaint in that regard because we need to give 
you a reference number, is not effective the phone as compare to the writing 
part.  We do track , whatever we have, we could find his file there, we check how 
far and we report back, there is a person who is directly doing that. 
 
RQ9: Now have you also considered the literacy rate here in the Buffalo City? 
 
BMA9: That is where the councilors come in, there is ward councilors most, 
every ward, there is a councilor as a representative and councilors phone to my 
office… things the councilors can do that because they are here they live here, 
they work here. The councilors would do that. The illiteracy rate is there, I mean, 
is not to say everything must be in writing but in writing it is easier, if people write 
and in writing it doesn‟t mean it be in English. People write in every language, the 
understand language and then it is a challenge with the illiteracy rate but it is not 
gonna be excuse for….  
 
RQ10: And many at times also people complain you phone and nobody picks it 
all the time, the whole time and there is nobody to attend to blabla, how do you 
actually because I believe you‟ve got phone lines purposely for that? 
 
BMA10: Yeah how do you what? 
 
RQ11: That eeerh people complain that even we phone nobody picks it, it rings 
all out and all these… 
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BMA11: Yea, you see yeah in fact that is a challenge, it is a national challenge if 
it is not worldwide. But at the same time we must understand ne!, there is a call 
centre, if someone would have that problem at the call centre, I would have a 
problem with that. Someone keeps on saying my phone has not been answered 
and there is no person and the call, but it is a different scenario like let‟s make an 
example in my office someone can‟t complain that I phoned and there I don‟t get 
you. It is not a call centre I am busy with lot of eerrm strategic matters, you know, 
then it is a different scenario but the call centre then is another thing.  Errm I‟ve 
heard that before anyway that people saying errm what you call that errh the call 
are not answered, that people unplugged their phones, that is what we are 
emphasizing there that people need to be accountable to make a difference this 
is Batho-Pele, but otherwise we yeah that is our point of emphasis that people 
don‟t need to be annoyed when they call […….] you see 
 
RQ12: And is there any training mechanism that will usher in all workers to say 
that no we are now backing the Batho-Pele principles and this is what is 
expecting of us and for that matter we stick to that? 
 
BMA12: Not training but road show. We had road show. 
 
RQ13: I mean internally? 
 
BMA13: Yeah, we had road show internally where we go to every departmental 
staff. See how we‟ve done this thing, when we started Batho-Pele, we first 
engaged senior management and directors on this, this is what we want to do 
and they said “fine we will support it”. We went there for support. And when we 
were done with this, then we will go to each department to say gather your staff 
tomorrow, we gonna come to talk about Batho-Pele. When we talk about Batho-
Pele, we talk about expectations we have, how it must be done, what must be 
done, when and by who and we also get their expectation, because Batho-Pele, 
what we also emphasized was that [….] 
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RQ14: No it is quiet a soft issue. 
 
BMA14: Yeah, you cannot find it on the shelf. You have to practice with that, so, 
that is why then we went out, we went to all departments presenting this is how 
and what and who and when, all that, we presented all that to them. So it was a 
thorough discussion and in fact it was sort of a matter of consultation and of the 
principles of Batho-Pele is to consult them. So that tomorrow we can be able to 
say, you know, how can you do that. I mean we even have a policy because we 
believe when people are a lot like this you need to have a policy to control them 
and we even have a policy on Batho-Pele which talks to them. 
 
RQ15: And also I realised that you source some of your eerrh services from 
outside? 
 
BMA15: Like.  
 
RQ16: You source your some of your services from outside and those people 
who come in to represent BCM, do you also errr train them along line?  
 
BMA16: No, what, Service providers?    
             
RQ17: Yeah. 
 
BMA17: No, we can‟t train service providers, we do… 
 
RQ18: No, because they are representing… 
 
BMA18: No they are not representing us. Service providers are not representing 
us.A18 
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RQ19: Why? 
 
BMA19: What do you mean that they are representing us? Because service 
providers, we only ask services that is all                         
, if they supply us with a[…] 
 
RQ20: I mean some of your jobs, I mean you don‟t do yourself 
 
BMA20: Like, one example.  
 
RQ21: Like your meter reading. 
 
BMA21: The meter reading is done here. 
 
RQ22: And so what else do you call people to do for you? 
 
BMA22: No what you talking about, tenders.  
 
RQ23: Not tenders 
 
BMA23: Like what? 
 
RQ24: No. even if it‟s tender 
 
BMA24: Yeah tender then you don‟t represent. These we pay the people when 
they,re doing[…]  
 
RQ25: No but then people will actually know that is BCM that has actuall send 
them? 
 
BMA25: No we don‟t train service providers. A25 
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RQ26: why not because they‟re representing and the image they will create over 
there will reflect on BCM? 
 
 
BMA26: No there, what will reflect on BCM is the output not what the[… ] if a 
contractor is busy there, they have their own manners or wherever they are busy 
is the contractor who is busy there, we pay[…] 
 
RQ27: We coming to this area of personal service and material service 
 
BMA27: What is that? 
 
RQ28: No like you are saying if you have actually awarded contract to someone 
in the name of BCM… 
 
BMA28: No we don‟t. what do you mean now, what do you mean by this in the 
name of BCM and the tender? 
 
RQ29: No I believe some of these eerrh if this roadside clearing is done by other 
companies in the name of BCM or you don‟t do that? 
 
BMA29: Not in the name of BCM. the tender can not be in the name of the 
municipality. The tender is a project you want to do someone is awarded in doing 
it, someone takes full responsibility. This is transferred fully to that people. Not in 
the name of the the institution that when people they are there they must be 
trained and do things our way. It doesn‟t work like that. Not at all, no. 
 
RQ30: How?  
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BMA30: It doesn‟t work like that. You cannot train service providers. You, when 
you go now errrm for instance, I don‟t know how you can example but it doesn‟t 
happen, I mean, to start looking for example will complicate it more errh it 
doesn‟t, not.  
 
RQ13: No listen, eerh this thing I tae it from darby that sometimes people actually 
render services for BCM 
 
BMA31: Like what? 
 
RQ32: she mentioned errh meter reading […] 
 
BMA32: No mter readingis done here. […] 
 
RQ33: No I think I will come back to that. Errh but like you have actually said, 
what I was actually saying is the personal service that is the employees‟ special 
touch to the, to what they are doing to actually brighten what they are doing in 
terms of adding value to what they are doing and that is where we also look at 
because it enhances customer service, how do you actually manage that, 
because sometimes somebody actually walks into an office and the attitude of 
the worker might be very inappropriate  and if  such complaint come up that he 
he might have been mistreated which is also part of the Batho-Pele principles? 
 
 BMA33: Yeah we deal with the people. We deal with the person. We discipline 
the person if is wrong, we investigate them but it must be reported, if it is not 
reported we can know, we won‟t know but they need to be reported. 
 
RQ34: But having said that how do you relate this Batho-Pele to BCM‟s vision 
and values? 
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BMA34: Yeah, I mean, we relate it, we are performance driven institution to start 
with and this is coming into enhance the performance to monitor and measure 
the performance if we are ready because we are our vision, if you look at it to be  
people centred errh centred place of opportunity for all, we cannot be place of 
opportunity  for all if then clean our house with regards to services we offer then 
must be for everyone and with dignity in such a way that everyone will get equal 
opportunity this is only way we marry the Batho-Pele with that and also even on 
our state of the city it was to enhance service delivery through Batho-Pele 
principles and it was eight principles. 
 
RQ35: And also one area I would like to discuss, many at times you look at the 
newspapers, especially, The Daily Dispatch, a lot of complaints. How do you 
actually manage that as well as those who actually complain through the 
newspapers? 
 
BMA35: Yeah, then those, it is so unfortunate that people use the media to 
express their views and opinions, we‟ve got a media department and we don‟t 
deal with that but it becomes difficult if you look at it as you start seeing things 
from the media without hearing it but I can‟t comment on the media thing there is 
a department for that.  
 
RQ36: Errh, so now we‟ve actually torched on the understanding of customer 
care and then we‟ve talked about how you‟ve integrated customer service, 
complaint management and call centre activities, I think these are all policies? 
 
BMA36: Yeah are you asking, why, are you saying. We don‟t have complaint 
management policy.  
 
RQ37: You don‟t have complaint management policy? 
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BMA37: Yeah, complaint as such, you see complaint cannot be isolated from all 
these things. So [..] it is part of the process and processes, so it cannot be 
isolated. It it can be but otherwise yeah, there is such a thing. What are next 
questions? 
 
RQ38: And what are the factors that contribute to effective customer service, 
complaint management and call centre activities?  
 
BMA38: Call centre activities are one body leave it like that I told you, I think the 
main factor is the turnaround time. Turnaround time for complaints, if complaint is 
to be done on time, that is a factor, if you do it effectively I think that will be 
judged as effective and then secondly I think errh probably this effective 
communication as with regards to directing someone to the right department with 
the right query and the people on the side receiving that complaint with courtesy 
and dignity I think those are the things, I mean those are the factors. 
 
RQ39: And errh would actually confirm your time of being in charge of this errh 
Batho-Pele principles, for how long have you been…? 
 
BMA39: Oh ok! It started last year September to till today, the Batho-Pele rollout. 
Understand this is a public service[…] 
 
RQ40: So you mean you‟ve been in charge of this programme since last year? 
 
BMA40: Yeah September.A40 
 
RQ41: And before that who was there? 
 
BMA41: There was no one.           
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Appendix E: Correspondence 
 
From: Benjamin Asiedu [mailto:bnjmnasiedu@yahoo.com]  
Sent: 04 May 2010 01:59 PM 
To: Samkelo Ngwenya 
Subject: Attention: Mr. Samkelo Ngwenya 
  
Dear Sir/Madam, 
  
TO WHOM IT MAT CONCERN 
  
In the first place I would to take this opportunity to thank Buffalo City Municipality and 
especially Mr. Samkelo Ngwenya [Buffalo City Municipality-Customer Care 
Department] for granting me this opportunity to conduct my thesis with them. Following 
my previous letter to your organization and the subsequent interaction with Mr. Samkelo 
Ngwenya , I would like to further probe Buffalo City Municipality ’s understanding of: 
  
1. Customer care 
2. Customer care management[CCM] in terms of: 
- Customer service 
- Complaint management and 
- Call centre, all central components of CCM in relation to BCM’s vision, mission 
and values statements. 
  
I count on your immense experience. Take care. 
  
Yours truly, 
BENJAMIN ASIEDU 
  
  
  
From: Samkelo Ngwenya  
Sent: Tuesday, May 04, 2010 2:31 PM 
To: Darby Gounden 
Subject: FW: Attention: Mr. Samkelo Ngwenya 
  
Hi Darby; 
  
I‟ve been trying to assist this gentleman on a number of general customer Care related issues. 
Do you think you could find time – appointment - to avail for him to interview you on the issues he 
has raised below for his thesis? 
  
From: Darby Gounden  
Sent: 04 May 2010 03:08 PM 
To: Samkelo Ngwenya 
Subject: RE: Attention: Mr. Samkelo Ngwenya 
  
Hi Sam 
  
I don‟t mind helping but a bit over the top this week, how about next week? 
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Thanks 
  
Darby Gounden (Ms) 
Manager Development Cooperation & International Relations 
Buffalo City Municipality, Eastern Cape , South Africa 
Tel: +27 (0)43 7051123 
Fax: +27 (0)43 7224791 
Cellular: +27 (0) 823213611 
Email: darbyg@buffalocity.gov.za 
Web Address: www.buffalocity.gov.za 
 
From: Benjamin Asiedu [mailto:bnjmnasiedu@yahoo.com]  
Sent: 11 May 2010 11:06 AM 
To: Bheki Mthembu 
Subject: FW: Attention: Mr. Bheki,M. 
  
 
Dear Sir, 
This is totally a cold call but pardon me. I am from NMMU doing my MTech 
[Marketing] thesis with Buffalo City Municipality. I have been interacting with Mr. 
Samkelo Ngwenya and Darby Gounden concerning BCM's customer care as shown 
below. Darby told me this morning that you are in charge of it and I did tried to reach you 
at you office but... Could you please avail yourself for interview and when? 
  
Count on your immense experience. Take care. 
  
Benjamin ASIEDU 
   
--- On Tue, 5/4/10, Samkelo Ngwenya <SamkeloN@buffalocity.gov.za> wrote: 
 
From: Samkelo Ngwenya <SamkeloN@buffalocity.gov.za> 
Subject: FW: Attention: Mr. Samkelo Ngwenya 
To: bnjmnasiedu@yahoo.com 
Date: Tuesday, May 4, 2010, 5:10 PM 
  
RE: Attention: Mr. Bheki,M. 
Hide Details 
FROM: 
 Bheki Mthembu  
TO: 
 Benjamin Asiedu 
Message fl agged 
Monday, May 17, 2010 8:29 AM 
Message body 
Hello 
  
I am back at the office today, what will be interview all about? Please kindly indicate the 
questionnaires/ survey questions. I am in fact responsible for transformation and 
strategy not customer care as such. Otherwise I am responsible for the culture of the 
organisation hence I am running with Batho pele as one of the service delivery 
enhancement mechanism 
 206 
  
Please contact me on 083 236 0894 to discuss your request 
  
Thank you  
Bheki 
  
From: Benjamin Asiedu [mailto: bnjmnasiedu@yahoo.com ]  
Sent: Friday, February 27, 2009 9:35 AM 
To: Burger, John (Dr) ( 2nd Avenue Campus) 
Subject: RE: Student No. 209202022 MTech [Marketing] 
  
Dear Sir, 
  
How are you this morning. The spokesperson of Buffalo City Municipalty informed me 
that they will be meeting on my request today, otherwise he has started forwarding some 
information about their customer care programmes to me. 
  
I still remember you telling to consult certain authors on customer care, can you assist me 
on that. 
  
Take care. 
  
Benjamin  
  
RE: Student No. 209202022 MTech [Marketing] 
Hide Details 
FROM: 
 Burger, John (Dr) (2nd Avenue Campus) 
TO: 
 'bnjmnasiedu@yahoo.com' 
Message fl agged 
Friday, February 27, 2009 9:36 AM 
Message body 
HI Benjamin 
You will need to do web based literature searches to find contemporary authors.  This is your task 
as a student.  Best wishes 
  
  
  
  
Dr John M Burger 
Head of Department: Marketing 
Faculty of Business and Economic Sciences 
Nelson Mandela Metropolitan University 
P O Box 77000 Port Elizabeth 6031 South Africa 
  
Tel:  041 5043816 
Fax: 041 5043744 
Email:  jburger@nmmu.ac.za 
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